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A. ; PREFACE TO THE NINTH EDITION 

In this edition we have rearranged the matter of the pre¬ 
vious edition into two parts. In the first part we have included 
'the topics that the University has prescribed for the first term. 
The second part covers the topics that are to be taught and 
studied in the second term. 

* We are certain that the new revised edition will furnish our 

teachers and students with the latest up-to-date fare in the 
■subject, especially as one or two chapters of the book have been 
entirely rewritten. As usual, we thank our readers for their 
'valuable suggestions and Mr H. A. Sheth and his sons, Kirit 
and Deepak, for doing a fine job with the new edition. 

Bombay, r, A. D. 

June, 1984. A. H. D. 
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Part I 

BUSINESS COMMUNICATION 
(Portion for the first term) 


‘ ,( L e t your Communication be, Yea, yea / Nay, nay 
New Testament : Mathew, v. 37 


1/B.C. 
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AN INTRODUCTION TO 
BUSINESS COMMUNICATION 


In the systematic study of any subject it is essential to have a 
dear idea about the meaning of the key words that are used. This 
would be especially true of a book on Business Communication, 
for should the authors fail to explain what they mean by these 
words they would themselves be guilty of improper and imperfect 
Communication. 

What is Communication ? 

Like most technical words in the English language the word 
‘communication’ is derived from a Latin word. In Latin the word 
commwicare or communis means ‘to make common, to transmit, to 
impart’. For the purpose of our study all three meanings of'the 

word are useful but it is advisable to concentrate on the idea of‘to 
make common’ as this notion of‘sharing’something between two 
persons or groups of people is most helpful in the study of Bush 
ness Communication, This interpretation of the word has the addi¬ 
tional advantage that it stresses the idea of interaction which is an 
important aspect of the definition of Business Communication. 
When a message is sent out it becomes communication only when 
it is understood, acknowledged, reacted or replied to (this is what 
is meant by' interaction) by the receiving party. A radio message 
beamed to Mars does not become communication unless there is 
a person there who receives and understands the message. Simi» 
larly a person talking in Marathi to another person who only 
understands Tamil cannot be said to be communicating, When 
the Marathi speaking person, however, shakes hands with the 
Tamil speaking person he is said to be communicating for the 
gesture of friendship is expressed and acknowledged; only it is 
communication by gesture and not by words. This brings us to the 
other aspect of the word ‘communication’, namely, that commu¬ 
nication need not be bywords (written or spoken) only, but can 
be by actions, gestures, secret codes, signals, facial expressions 
and even silence, It may even be unconscious or accidental. 

Some Definitions of Communication : 

Most text-book writers on the subject have felt obliged to 
offer their own definition of the word ‘communication’. In the 
light of the meaning of the word given in the last paragraph this 
exercise is unnecessary. But because some ‘definitions’ reinforce 
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the ideas given in the last paragraph and because they shed some 
light on the less important aspects of the subject a few of the 
more interesting definitions, are' given- below : 

1. “Commnication is the process by which information is 
transmitted between individuals and/or organisations so 
that an understanding response results.” (Peter Little in 
his book ‘'Oral And Written Communication”). 

2. “A process for conducting the attention of another per¬ 
son for the purpose of replicating memories,” (F. A. 
Cartier and K. A. Harwood in “The Journal of Commu¬ 
nication”, Nov. 1953). 

3. “Communication is the process of meaningful interaction 
among persons in an organisation, resulting in meanings 
being perceived and understanding effected among such 
persons,” (Rustem S. Davar in“The Management Process”) 

4. ' “Communication is an exchange of facts, ideas, opinions 
.or emotions by two or more persons”. (William Newman 

, & Charles Summer in “The Process of Management”) 

, 5. “Communication is a continuing and thinking process 

dealing with the transmission and interchange with under¬ 
standing of ideas, facts, and courses of action.” (George 
R. Terry in “Principles of Management”) 

6, “Communication is any means by which thought is trans-. 
ferred from one person to another.” (Chappell and Read 
in “A Text Book of Business Communication”.) 

7, “Administrative communication is a process which invol- 

, ves the transmission and accurate replication of ideas 

■ ensured by feedback for the purpose of eliciting actions 
which, will accomplish organizational goals.” (William 
Scott in “Organisation Theory.”) 

8, “Communication is the process of transmitting feelings, 
attitudes, facts, beliefs and ideas between living beings.” 
(Birvenu) 

The student will notice that these definitions cover much of 
•the same ground. Mr Peter Little’s emphasis on ‘information’, 
•requires some consideration, for by information Mr Little does 
not mean only “news and knowledge** but also the attitude or 
frame of mind of the communicator, “It is quite possible,” he in¬ 
forms us in his excellent little volume, “to communicate accide¬ 
ntally or unconsciously—even against the communicator’s wishes— 
and for a response to result that the communicator did not desire 
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at all”. As an example he tells us how we try to conceal fear by 
brave words but convey the feeling by our facial expression, 
pallor and tenseness of body. In a similar manner, a salesman may 
try to effect a sale by all the correct sales talk but may at the same 
time unconsciously wear such a bored expression on his face that 
the customer will develop a hostile attitude. In both cases the 
communication by facial expression has had a greater effect than 
the words used. 

Messrs Cartier and Harwood’s idea of “replicating memories 
also deserves some explanation. Whenever a message is sent, it is 
perceived and interpreted by the receiver by reference to his own 
past experiences. If two students see a blob of ink on a piece of 
paper, one may find a resemblance to a plate of mutton while the 
other may find it looking like a plate of cooked vegetables; depen¬ 
ding on the dietary habits of the two. In the same way when the 
word ‘school-master’ is uttered it may conjure up pleasant memo¬ 
ries for a person whose school days were happy but may depress 
another person whose school days were passed in misery and 
were characterised by frequent punishment at the hands of his 
school-master. This clearly shows that communication and percep¬ 
tion are closely linked. It is not the words themselves, that are 
important but the sense in which they are received and under¬ 
stood (perceived) that is of real significance in communication, 
The communication process has, therefore, to centre on people 
who receive the message rather than on the message or the 
method by which it is sent. 

The student of Business Communication will find the definition 
provided by Scott most satisfying. His ideas of Administrative 
Communication includes (a) transmission of ideas (b) replication of 
ideas (c) feedback, and (d) eliciting action-all of which we will 
find essential to the communication process. 

Encoding and Decoding 

Communication starts or originates in the form of thoughts in 
the mind of the sender and ends in the form of the thoughts being 
received by the mind of the receiver. Telepathy, though we read 
about it in popular fiction and comic strips, is not available to 
us and hence we have to make use of some medium or code to 
send our messages across to our fellow men and women, 

We have already seen that communication can be by signs, 
signals or words, the only requisite being that they are understood 
by the person who receives them, Most communication! takes 
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•-.place with the help of symbols. A symbol is a sign which stands 
for an object or idea. (All words are, in this sense, symbols: when 
we use the letters of the alphabet and arrange them in different 
orders they represent different things; for example, r-e-a-d means 
one thing while d-e-a—r means another.) When a set of symbols 
is a agreed upon by two or more people we call it a code. All lang¬ 
uages are codes which are not understood by people belonging to 
other language groups. In the narrower sense of the word, a ‘code* 
can mean a secret sign or system of sending messages as is done 
in the army during a war. The telegraphist too uses a code (the 
"Morse or some other system) to tap out his message over the 
wireless set. 

When a message is sent out in a code, we call the process 
encoding. When the set of symbols or signs is translated and 
understood by the receiver, we call it decoding. Both encoding 

and decoding are essential to the two-way process of Commu' 
ni cation. 

HOW COMMUNICATION WORKS 

(The Two-way Communication Cycle) 

The first component of the Communication Process is the idea 
or impulse which must arise in the mind of the sender. The second 
component is the formal expression of the idea or impulse (encod* 
ing). The third component is the interpretation of the message 
by the receiver (decoding.) The interpretation may be arrived at 
directly (as given by die sender) or indirectly through the various 
publics concerned with the issue. For instance, if transport workers 
are on strike then communication between the strikers and the 
management would have such publics as newspaper readers, manu¬ 
facturers, the government and chambers of commerce. The fourth 
camponent would be the reaction or response of the receiver to 
the message. This response may not be communicated to the sender 
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of the message : if, however, it is conveyed then it is known as 
feedback. By feedback is meant the understanding response or reac¬ 
tion of the person who receives the communication. If there is 
a feedback then this would constitute the fifth component of the 
process. The sender’s interpretation or decoding of the feedback 
would be the the sixth component and would complete one round 
of the Communication Cycle. 

Normally the first 'round of the Communication Cycle is only 
the preliminary to many other rounds, each round adding some¬ 
thing to what the sender and the receiver previously knew. If Mr. 
Smi goes to a bookstore and asks for a book (asking a question is 
also communication ) on Occultism he may have started the cycle 
on its first round. The shop assistant may ask him to wait while 
he consults the manager. The manager may come round and in¬ 
form Mr. Rai that the book is not in stock but he can order it 
for Mr. Rai. On Mr. Rai’s agreeing to this the manager may pick 
up his telephone and place an order with a firm of publishers, who 
in turn may inform the manager that the book will be delivered 
on the next day, etc., etc. 

Feedback 

When the receiver of a communication gives a response to the 
message and this response is again communicated to the sender 
it is called Feedback, j Obtaining proper feedback is one of the best 
ways of improving communication. You use feedback (perhaps 
without being aware of it) all the time; in your home, college 
and office. When your brother shakes you out of your sleep and 
you sit up in bed; when in the course of the lecture the professor 
looks at you questioningly and you nod back to show that you 
have understood; when your boss gives you some orders and you 
mutter “yes'r ” : you have examples of feedback, ^he simplest 
form of feedback is when you observe the face of the receiver 
•of the message and notice from his expression whether the me¬ 
ssage has been understood or not. It goes without saying that 
immediate feedback is only possible in face to face and/or oral 
communication. If a communication is sent in the form of a 
letter the sender will have to wait for a few days to receive the 
reply, i.e., the feedback. Sometimes a feedback can be obtained 
by observing the behaviour of a person,jThe manager of a factory 
may have found it necessary to give a’severe warning to Ramesh 
for coming to work in a drunken state. At the time of the sco- 
11 i g Ramesh miy have only stood with a sullen expression on 
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his face. Whether the warning has had effect will only be found 1 
out by the manager by observing Ramesh’s behaviour when he 
reports for work in the next few days. 

Ilf a person “Communicates” with himself, the message he 
encodes is fed back into his own system by his decoder. This is- 
what we call learning, studying or memorising . Many students prefer 
to “read aloud” to memorise—in fact, they are encoding and: 
decoding messages within themselves. They check up on themselves, 
they decode their own message to make sure that they have 
encoded what they intended. This does not, however, relate to- 
two-way communication which is essential to our study of Bush 
ness Communication. 

The Communication Situation 

To recapitulate some of the points that we-have already dis¬ 
cussed let us consider what may be called the Communication, 
Situation. A Communication Situation is said to exist when (i) 
there is a sender and a receiver of a message, (ii) when the receiver 
understands (partly or fully) the message sent, (iii) when some 
sort of response to the message is indicated by the receiver of the 
message. 

It would be an interesting exercise for the students to apply 
this criterion to various situations and find out whether commu¬ 
nication is taking place or not. Is a poet who writes obscure poetry 
communicating 1 What about the professor who talks about mathe¬ 
matics to himself in a corner seat of a railway compartment ? 

According to Mr Peter Little a Communication Situation can, 
only be said to exist if the information is passed for a purpose 
(i.e. to persuade, to change opinion, to adopt a course of action, 
or to change the attitude of the receiver). Hence, according to him* 
a Communication Situation does not exist if a salesman tells lies to- 
sell a product, if a person is threatened with a weapon or prodded, 
with a sharpened stick, for in these situations the response is not the 
kind of response we want when we aim an developing our skills 
in, communication. It is true that we do not intend to develop- 
our communicating skills with the help of falsehood and violence, 
but it is wrong to say that a communication situation does not 
exist in the illustrations given above. When a robber points a, 
gun at your middle -and holds out his palm for your bulging 
wallet the message rings out loud and cleat and it may coat you 

your life to Believe that a Communication Situation does not 
exist 
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The WHO and the HOW of Communication 

In a very broad sense animals and sometimes inanimate obje¬ 
cts also communicate. A watch-dog who growls at an intruder or 
the alarm clock that wakes you up in the morning, both convey 
definite messages which are understood. In this book however we 
are concerned with communication between thinking human 
beings, especially in the business world. From this point of view 
the sender of a communication may be an individual or a group 
of individuals like a firm, a company, an association or orgnisa- 
tion like the government or a public Body. 

Communication can be oral, face to face, by gestures, by touch, 
by expression, by behaviour, by silence, by signs, by signals, by 
secret codes, by music, by pictures, plans, maps, statistics, blue 
prints, and by writing (all its variations). It can also be with the 
help of mechanical devices like the radio, the telephone, the tape- 
recorder, television, telex, teletypewriter, etc. Some aspects of the 
HOW of Communication have been treated in detail later in this 
book. 

How to Communicate Effectively 

For a person in the commercial world it is very important to 
know how to communicate effectively. The businessman must 
know bow to communicate without loss of time with his cu§to-- 
mers, dealers, government officials, other businessmen. Managers 
and supervisors must be able to communicate their orders and 
instructions in a clear manner to their subordinates. 

Banks, insurance companies, transport companies, business 
houses big and small, sole-traders and consumers, all go to make 
up that vast, intricate world that we call the commercial world. 
So intricate and complex has this world become that poor com¬ 
munication results in loss of time and money and hence arises the 
need to study the subject of Communication. Side by side with the 
increasing complexity of modern commercial life we find that a 
Communication Revolution has been taking place,- throwing up 
new and speedier mechanical devices and gadgets every day. A. 
successful businessman will keep himself abreast of the latest 
development in the communication field and will buy and make 
use of these inventions and devices in order to keep one step- 
ahead of his rivals. 

The basic principles of effective Communication are given, 
below : 
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Communicate for a Purpose: You must be very clear in your 
own mind as to the purpose of your communication. Are you 
trying to sell a product? Persuade your boss to follow some line 
■Of action ? Create a favourable impression on the minds of your 
clients? Once you have defined the objective to yourself you will 
be able to keep all contradictory and irrelevant material or in- 
iormation out of your message. 

Compose Tour Message to Attract Attention: To attract the 

attention o. the receiver of your message written or oral you may 

Ksort to (a) intensity (be forceful, loud, clear, as the occasion 

demands: you can even create intensity by speaking very quietly 

when everyone is silent); (b) change of movement (avoid mono- 

^ i n ,.! hwritlng and s P ealcin sX (c) repetition (this is especi- 

forl*r ta!UIUOra con J munication ). (d) systematic arrangement 

I , leat f ss; even the type-spacing of your letter will imp¬ 
ress me reader). F 

femv all Barriers to Effective Communication : There are 
several barriers ro effective communication like faulty expression 
«ulty listening, status blocks, organisational blocks, etc. These’ 
‘ uve ^ en dfialt with in detail in Chapter 5. 

Study the Receiver of Your Message: Attempt to get as much 
r- *■ WWW OC group J is ro ZweZt 

. t-sage, then try to encode your message in language pictures 
, 0r ™ ic! >understood, Also keep in mind h 

■e-eftY" m ‘"‘ ’** Cm : Mcther message is con. 
quickly. W,4 

ise difficult or technical unr-ie tv, j do not 

"Plication send a tor instead * Iega ‘ 

you are writing a sales letter advertising a kited P0 ” d ' 

Be the would-be customer to write orCCet ’ 
mr showroom. ^ 0ne to T ou or visit 
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The Communication Revolution 

Communication is as old as man himself. The stages by which 
man became a language-speaking from a sign-making animal and 
later, a writing human being, have been painful and slow. Even 
after man began to write there seemed to have been no appreci¬ 
able progress for thousands of years till Gutenberg invented his 
■device for using movable types in printing. The printing of the 
first Bible, with movable types, by Gutenberg in 1437 in his little 
shop in Mainz, marks the beginning of the Communication Revo¬ 
lution. The Communication Revolution is comparable in its socio¬ 
economic effects with the Industrial Revolution (from which it 
cannot be really separated). Techological advances have made it 
■possible for millions to hear and see the same message at the same 
time as radio and television sets are installed in million of homes. 
The wireless makes it possible to transmit a message over hun¬ 
dreds of miles, and the laying of submarine cables enables people 
to converse across oceans with the help of their telephones. Side 
by side with the Communication Revolution, and as a corollary 
to it, there has been an Information Explosion, Man at the dawn 
of civilization was faced with the problem of how to get infor¬ 
mation. Twentieth century man is faced with the problem of how 
to select necessary information and avoid flooding his mind with 
irrelevant knowledge. 

The Need and the Importance of Business Communication. 

So far we have been discussing Communication in general terms, 
,as h can be applied in all walks of life. Now it is time to narrow 
. down the discussion so that we can deal with the subject matter 
of this book—Business Communication. Business activities can be 
described as those activities involving the buying and selling of 
•goods and services with the intention of making a profit. In order 
■to carry out his activities the businessman finds it necessary to 
communicate internally and externally. By Internal Communica¬ 
tion we mean the communication that, passes between the busi¬ 
nessman and his employees or workers. By External Communi¬ 
cation we mean the communication that passes between the busi¬ 
nessman .or organisation and outside people like customers, 
■dealers, prospective buyers, government and public bodies,, etc. 

Any book on psychology will explain how civilized man 
cannot survive without inter-personal communication. In this 
section we are concerned with the need and importance of busU 
ness communication. 
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. Human beings have been communicating and doing business 
for thousands of years but it is only in the last few years that 
Business Communication has begun to attract the attention oi 
businessmen and educationists, This is because in the last quarter 
of the twentieth century the businessman finds himself in such a 
complex situation that if he cannot communicate effectively he 
may face ruin, Some of the reasons why the businessman must 
communicate effectively are given below, 

(a) This is an age of specialisation. Unless the specialists 
know how to communicate their vast knowledge of a limited field 
remains unused, Mr Nany may be an expert on taxation but if 
he cannot communicate this knowledge to others and give them 
the benefit of his advice, his knowledge is wasted. Similarly in an 
organisation the engineers, accountants, storekeepers and scientists 
must be able to communicate with each other and their superiors 
(if their knowledge is to be of any use to the organisation). 

(b) This is an age of tension. Not being able to communicate 
can result in tremendous mental tension (not to mention physical 
strain), especially when the businessman knows that his rivals are 
more successful only because they are better communicants. 

(c) Miscommunication is common. The manner in which a 
message is perceived by the receiver often leads to miscormmmb 
cation.'To avoid this the businessmen must learn to communicate, 
keeping in mind the attitudes and mental framework of the per¬ 
son who receives his message, If a manager asks a new clerk to 
get him information about the ‘‘composition of the liquidated 
party,” the young man will be at a total loss to understand, for 
composition means the amount paid by a bankrupt to his credi¬ 
tors. Such situations arise because most specialised branches of 
business have their own subcodes or “jargon” and sometimes 
individual business houses have their own special set of terms 
which outsiders cannot understand, 

(d) This is an age of big business. Many business houses arc 
so large that they may be termed “empires”. They contain seve¬ 
ral branch offices within the country and even overseas and have 
many warehouses, factories, etc, Not only should the manage¬ 
ments of such organisations be able to communicate effectively 
with all the units but should also be able to do so speedily. 

(c) A businessman spends ninety per cent of his time in 
communicating. This means that unless he is effective, speedy, 
and uses the best means and instruments he will be wastin'* 
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valuable time (“time is money 1 ’ in the bussiness world) and will 
lag behind his rivals. 

REVIEW QUESTIONS 

1. Why is it neccssaav to understand the meaning and origin of the word 
-Communication*? 

2. Why is ‘interaction’ a key-word to ’understanding the meaning of the word 
‘Communication’? 

3. Give any two definitions of Communication and comment on them. 

4. What is meant by the words 'information* mid ‘replicating memories’ ? 

5. What are symbols ? How arc they useful in communication? 

, f>. What is meant by the terms ‘code’, ‘encode’ ami ‘decode"? Explain, with 
illustrations, how they help the communication process. 

7, Describe, with the help of a diagram, how Communication works. Or, 
describe the Communication Cycle: 

8. Why do we say that the first round in a Communication Cycle is only the 
preliminary to other rounds ? 

9, What is meant by Feedback ? Is it a part of the Communication Cycle ? 
What role does it play in the process of communication ? 

10. When is a Communication situation said to exist ? 

1!. In your opinion is it necessary that information should be passed with a 
definite purpose in order that a Communication situation may be said to 
exist ? 

12. State whether, in your opinion, the following are Communication situations. 
Give reasons for your answers. 

(a) Two Japanese bowing to each other. 

(b) An Englishman speaking to an Eskimo who does not know Engh’sh, 

(c) A wife nagging her husband who is busy reading. 

(d) A romantic young man talking to the moon, 

to) A salesman telling his prospect that an article is made in the USA when 
it has really been locally manufactured, 

13, Who can communicate? Mention some ways of communicating, 

14, Why is it necessary to communicate effectively ? Mention the basic princi¬ 
ples of effective communication. 

15. What is meant by the following ? 

(a) Study your receiver; (b) Provide for feedback; (c) Act promptly on 
feedback. 

16. How old is Communication ? When did the Communication Revolution 
begin and what arc its effects ? 

17. What is meant by ‘information explosion’ and how is it related to the 
Communication Revolution ? 

18, Explain the need and the importance of Business Communication, 

19, Write short notes on: 

(i) Feedback in Communication. (B.U. S.Y.B.A, 198!) 

(ii) The importance of Communication in business, (II,U. S Y.B.A, 1980) 



2 OBJECTIVES OF COMMUNICATION 


The basic objective of all human communication is to obtain 
an understanding response . This boob, however, is concerned with 
Business Communication and hence we have to consider certain 
definite objectives that the communicant in the commercial world 
is likely to be concerned with. Every large and small business 
house is successful or unsuccessful, depending on how well it 
can communicate internally and externally. From this point of 
view the communicant in the commercial world can use commu¬ 
nication for any one or more of the following objectives: 

Information; Advice; Order; Suggestion; Persuasion; Educa¬ 
tion; Warning; Motivation; Raising Morale; Initiating Action; 
Altering Behaviour; Effecting Change; Promoting the Image of 
the Enterprise; Influencing a Potential Customer; Increasing Pro¬ 
ductivity or Establishing Better Relations, 

INFORMATION 

! To inform means to give knowledge to another person or group 
of persons,’ Most of the definitions of Communicatioij, that were 
reproduced in the last chapter stressed the idea that: Communi¬ 
cation involves the transfer of information. Information can be 
given in writing, orally or by any other system of signs or signals. 
It can even be given by asking questions.'When you go to the 
railway station and ask if there is a thorough train from Bombay 
to Kashmir you are informing the booking clerk about (a) your 
interest in a thorough train from Bombay to Kashmir, and, (b) 
your ignorance about the subject. 

Businessmen thrive on information relevant to their business 
activities.(They must know what is the demand for their goods 
or services; how their rivals in the field are faring; whether the 
tastes of consumers are changing; what are the terms of credit 
available in the market; how to deal with government rules and 
regulations; how to effect economies in production, transport and 
distribution; how to expand their business, etc. All this infor¬ 
mation is needed by the businessman in order to run his business 
efficiently and profitably. But the ambitioufbusinessman who 
Wishes to expand his business has to obtain'idtoal information 
tor Pinning- Information for planning can be of four kinds ‘ 
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(n) Environmental Information (i.e. information' pertainingto¬ 
ne geography, climate, political and socio-economic conditions). 

(b) fotemal Information (i.e. information about the strong and' 

Drod T !j hlS i 0WneX1St,ng 0rs “ isation Plaining to capital, 
d£eW ° f ttatoing ° f tte ">** 

(c) External Information (i.e. information about sources of 
credit availability of raw material, power, and the latest rules- 
and regulations made by the government or local authorities). 

(d) Competitive Information (i.e. information relating to the- 

strong and weak points of rival companies and their past and 
present performance in the field). pasc ana 

Before accepting any information the successful b usinessm a n 
will mate sure that the information that he has received is from 
a reliable source, that it is complete and recent. So vital is In 
tarnation to businessmen and business houses that in the super 
iniiatnal countries industrial espionage has become quite common 
and highly paid spies are sent by one business house to find out 

uractiT? 1 ,h< * '“'I B<lt feep “ 8 a!ide 8ucl > unethlcal 
practices for the moment, the ordinary businessman will have no 

difficulty in obtaining information from such sources as old files 

newspapers, magazines, TV, radio, library research, chambers of 

S“d'Sa.^' ™ faen “' We 

Just as the businessman receives information he has also to 
provide information to (a) the outside world and (b) to the 
workers in his organisation. ’ ' ' t0 “ e 

P , r °^ ess and Profitability of the company could he 
made known to the outside world by direct advertising or by the 
subtle technique of organising seminars, conferences and exhibi- 
nous. People should be informed about the quality of product 
the facilities provided to workers, the research done by the 
scientists in the employment of the company, the social service! 
rendered by the company to the community and the country 
(b) According the Mr A.C. Leyton a business organisation 
woAem: COmmUI, ‘“ e f ° IIowing informati ° n internally toils 

( 1 ) Information relating to job assignments and procedure 
governing them: This means that the management Z‘ 
have ready information in its files about every employe! 

tr icular iob ^ ® 
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(ii) Information which gives a sense of status and participa^ 
tion; The exact designations of the officers and their 
decision-making must be clearly defined. 

(iii) Information which gives a clear understanding of author 
rity : This is necessary to avoid confusion and clashes 
among employees as every employee is given a clear idea 
about his immediate superiors and his responsibility to 
report to them. 

(tv) Information which will make possible better reception of 
instructions: Illiterate, uneducated and very junior 
employees have to be given this information so that they 
can understand the brief and terse orders that may be 
issued by the top executives of the organisation. 

ADVICE 

Giving advice could be another objective of communication. 
Advice means to give an opinion about what to do or how to 
behave and is different from information which means giving 
knowledge or news.\\Vhile it is expected that Information, being 
factual, will alwaysie correct, Advice, being the belief or judge¬ 
ment of a person, may not turn out to be right or helpful^Today 
business has become so complicated that advice has to be sought 
from different persons from time to time in order to run it 
successfully. The persons from whom Advice is obtained are 
usually experts in their fields of specialisation like finance, taxa¬ 
tion, engineering, public relations, etc. and they may belong to 
the organisation or may be outsiders who have been invited to 
advise the Management^ If a plastic manufacturer from Bombay 
wishes to open a second factory at Madras he would send out a 
team of experts to explore the possibilities. One would repot to 
him on the price of land, cost of construction, availability of 
power and transport, another would report on labour conditions 
and availability of skilled workers, a third would draw up a 
budget for the project and so on. When these reports are 
communicated to the Bombay manufacturer he will be in a better 
position to decide whether the factory at Madras should be 
started than if he had visited Madras alone. From the example 
given the student will ^bote that^Advice can be given to the 
organisation by outsiders enjoying an independent status. Within 
the organisation it can be given by superiors to their subordinates 
or by persons of equal rank to one another, but never by juniors 
to their seniors) In a commercial organisation Advice is coramu- 
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nicated most of the time at different levels; officials of the com¬ 
pany give advice'to customers, supervisors give advice or counsel 
to their subordinates whilc\management requires to be counselled 
by experts or by a special Advisory Staff, j 

The best example of a Communication that combines infor¬ 
mation with advice is a Report (dealt with later in the book), 
for a good report recommends a particular course of action on 
the basis of facts, figures and information which are carefully 
collected and investigated. A report (and so also advice) may be 
oral or written. 

{Advice may be communicated as a result of a special request 
or it may be communicated to a large public (it is hut: to the 
businessman to.receive it) in the form of newspaper articles, 
talks by experts or special technical journals.) Just as an investor 
•can pick up a number of tips by studying the financial page of 
his newspaper; about stocks and shares, ti shrewd businessman 
can obtain a great deal of advice about production, market 
trends, business organisation, and taxation by reading trade and 
-commerce journals. 


Modern progressive companies use Counselling (which is a 
form of Advice) to solve the personal problems of their employees 
which might be affecting their work and efficiency. Domestic, 
marriage, family or financial problems may be making a worker 
worried, sick and inefficient. If the company has a panel of 
doctors, psychologists and social workers to treat and advise the 
employee then he is likely to be restored to his mental and physical 
health. In the Hotspur, Co., Miss Tidke was the smartest and 
most efficient secretary. But of late her boss found that she was 
not concentrating and her typing showed a lack of speed and 
several mistakes. She was advised to meet the company psychia¬ 
trist who found out that she was having trouble at home with 
her step mother, Treatment and advice from the psychiatrist was 
•offered and Tidke was again in top form. 

ORDER AND INSTRUCTION 


( An order is an oral or written communication directing the 
starting, stopping or modification of an activity. It is a form of 


-communication by which Management directs its subordinates 
-and employees and seeks*to achieve its objectives. It is commit- 
-focation that is peculiar to the internal organisation of a business 
house, for only be issued by superiors to their sub- 


v 
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ordinates.)The manager of a factory can expect immediate obe¬ 
dience if he orders his subordinate to step out of his office, but 
is likely to get a punch on the nose if he orders a co-passenger,, 
in the bus in which he is travelling, to get out. 

Mr George Terry gives ;us the five W’s and H of a good. 
Order. To be effective an Order must tell the subordinate who,, 
what, when, where, why and how. For example, if the Manager 
issues a written Order, 

“Mr Khambatta is appointed office superintendent, in place of 
Mr Desai who is on sick leave, till 30th April, Mr Khambatta will 
occupy the west-wing cabin and will attend to all staff complaints in 
addition to his normal duties 

then he has answered the five W’s and H and' both Mr 
Khambatta and the office clerks are clear in their minds as to 
what is to be done and expected. 

f 

Orders may be written or oral., f Written orders are given 
when the nature of the work is very important and responsible 
or when the person being ordered is far away. Care should be 
taken to keep a copy of the order so that follow-up action can. 
be takem|Oral orders are given when the work is of an urgent 
nature or when the person being given the oral order is nearby. 

In both case it is necessary to follow up and find out whether 
the order has been properly carried out. This is called the staee 
of Appraisal.) ■ * 


I he executive or manager must pay special attention to the 
time factor and the tone of the Order. Tire Order should clearly 
specify the time : whether the work is to be done within three 
days or five days or whether the operation is to be carried out 
for a specific period or till further notice. By tone is meant the' 
quality of language and feeling that goes with the Order. To give- 
an Order does not mean to use an ‘ordering’ or commanding 
tone and a harsh voice or curt language. If an order is politelv- 
and courteously worded it will stimulate willing and ready accept - 
tance and lead to better employer-employee relations. The best 
managers are usually the polite ones. They will not tell 
tvpist, ‘Type this k t£ r”, but will say -Could you g 
thta tor me ! Coming from the manager the order can be put 
in the form of a question or request. The polite form of address 
will earn the manager the goodwill of his employees. 

Instructions ate oral or written orders on a recommended 
manner in which a particular piece of work is to be done “ok 
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^ample, the office superintendent will instruct the new cleric on. 
the manner in which letters are to be filed and the manner in 
winch outgoing mail is to be entered in the book. In both cases 
the clerk has been shown how a particular piece of work has to 
be done and the instructions carry an implied order in the sense 
that as ong as he works in the office the clerk is expected to 
tollow that particular method of filing and entering in-coming 
m . a ? no otIler method * From this it may be concluded that 

'iWuatoT mti<m CMain m impl ‘ ed ° rder ' ° 11 ° rdm are not 

The difference between a simple Order and an Instruction 
that contains an Order can be easily illustrated. If a teacher tells 
a student “Get out!” it is an Order. If, however, the room 
contains several doors and the teacher says “Get out by that 
door”, it is an Instruction. 

ORDERS -AND OPERATIONS 

( lt should not be overlooked that the word ‘order’ also means 
a request to supply goods’. As such orders are usually in writing 
they have been dealt with at length in a separate chapter in the 
second part of this book. The communication that takes place in 
the execution of the order (“operations”) has also been covered 
m that chapter. 

SUGGESTION 

Ut is not always possible to communicate by imparting infer* 
mation, or by the giving of advice or orders. The person who 
wjshes to communicate some idea may have to resort to Sugges¬ 
tion.;? 0 suggest is to put forward an idea as a possibility or as : 
a proposal. Suggestion has one advantage—it makes the receiver 
feel important in the sense that the idea is submitted to him for 
approval and he feels that his own opinion is of value as he will 
fimally decide whether the course of action suggested is the best. 
This is what makes Suggestion a more subtle and effective form 
of communication than Advice or Recommendation which is 
usually given by an expert in the full belief that he possesses 
superior knowledge. If a clever assistant wishes to induce his 
director to adopt a particular course of action, it would never 
do if he spoke in the manner of an expert giving Advice (and 
to think of an assistant ordering his superior is too fantastic for 
words). He will have to offer a few hints, a few facts and figures 
at appropriate moments; in short, a few suggerilom as to what 
should be done. The director will then adopt the course of action 
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suggested, probably in the belief that what he is doing is the 
result of his own line of thinking and reasoning. 

To overcome the difficulties and resentment that naturally 
result when subordinates make recommendations to superiors, 
most progressive business houses have started Suggestion Schemes 
or Suggestion Systems . The working of these schemes is explained 
in detail later in this book; a brief explanation will suffice for 
the present. A Suggestion Scheme is one of the best ways of 
bringing about a better understanding between the management 
and the workers. It usually takes the form of locating a Sugges¬ 
tion Box in a convenient part of the office or factory so that 
workers can drop their suggestions (usually on specially prepared 
cards) into it. The suggestions are daily examined and considered 
and prizes or awards are given to those workers who have sub¬ 
mitted the most useiul and helpful suggestions. 

PERSUASION 

Whether it is written, oral or visual communication, it is 
always one of the objectives of the communicant to persuade 
the receiver of the message to look at things from his point of 
view or think as he wants him to. From this it follows that in 
Business Communication persuasion is 1 being used all the time 
and at all levels. It can be used to make a prospective customer 
buy a product; to make subordinates work better; to suggest a 
plan or a change to superiors; to bring round antagonistic par¬ 
ties; to make outsiders more co-operative with the activities of 
the organisation; to improve the image of the organisation in the 
eyes of the workers and the public. In letter writing persuasion 
is used by adopting the ‘You Attitude’, (see Part II, Chapter 2.) 

, To achieve tlle ob j ec tive of persuasion you can use the follow¬ 
ing approaches: 

(a) Do not rush the receiver of your communication by over- 
whelming him with your arguments. Give him hints and 

m£'™er by 1* Um CnoU811 t0 «** the 

(b) If you find the person holding views contrary to your 

°Z‘Zm Tu £?\ ialf wav ’ d0 not attempt to impose 

(c) Find out the bete noire or thing that the person dislikes 
and avoid that topic or theme, 

(d) Argue from the view-point of the person you are persua- 
iHgfol t eKPerienCeS aments have afa rai . 
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(e) Do not make the person feel a fool because he does 
not share your point of view. Request him and appeal 
to him whenever possible. 

Persuasion is a two-edged weapon. While it is necessary for 
effective communication it can also prove harmful to an organi¬ 
zation when used by a person to communicate advice which is 
bad. The persuasive Adviser can influence top executives in such 
a manner that they find it difficult to reach decisions objectively. 
He influences their thinking and often makes them take a wrong 
decision. 

From the view-point of internal management, persuasion is 
a very important objective of communication. In modem times, 
it is always better to persuade employees into doing things or 
adopting new methods rather than ordering them to change, 
Workers do not like to be suddenly ordered to do things in a 
different way and might resist change by deliberately obstructing 
or going slow in their work. If the employees in a bank have 
been working daily from 10 to 5 they will resent being suddenly 
ordered to work from 8 to 3. But if the management explains 
the advantages of the change in timing both to the customers 
and the employees and persuades them that; it is in their own 
interest, they are likely to welcome the change enthusiastically. 

The art of persuasion is therefore a very powerful weapon 
in the armoury of business communication and the student: of 
the subject would do well to note the four steps that have to be 
taken to attain the objective : 

«V‘ 

the Art of Porsuo lion 

TH :. "j Changing Behaviour 
Effecting Sale 

Suggesting plan to Superior® 
Winning our enemies 
Obtaining Co-operation 


Tuning-the mind of Receiver 
Studying the Situation 

The first step is Studying the Situation. The persuader must 
be very clear in his own mind as to the reason why he wishes 



Promo ting Action 
Delivering the Message 
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to persuade. He must mentally chalk up the plus and minus 
points and also find out the attitude or frame of mind of the 
person whom he wishes to persuade. 

The second step is Tuning the Mind of the Receiver . Ke must 
tty to overcome the resistance of the receiver of the message by 
Putting him in a pleasant or receptive frame of mind. This can 
be done by (a) agreeing with him in some matters, (b) paying a 
OQmpli me n t to his intelligence, adaptability, open-mindedness, etc., 
(c) talking about things he likes and avoiding topics that he 
dis ikes, (d) delaying mentioning bad news or unpleasant aspects 
it topic (e) speaking from the point of view of the receiver 
of die message and trying to get his interest from a personal 
point ot view. 

is Having got,the rece- 

m the right frame of mind the message should he delivered 
« a feendiy tone with the help of persuasive arguments. The 

.adnws or unpleasant aspects must be mentioned but not stressed. 

themLtTtln' 15 ' MeP The receiver of 

This TJ Wj Pm Tl ‘° act 00 * he basis of tta message, 
tL r W KK,1 f ‘ 4e fet ttee steps have been 
s e wh le L I the f0Urth 5te P w »old be effecting a 

EDUCATION 

J %? ***.® ® u f ess ca » used to widen the ever- 
widening circle of knowledge. We are all Arm!!., • > , ., 

Zzt si i “!:r r herb ” & ~ 

education, but with ’the proces’s TZZlhxt Z ^ 
the business world as a part of its activity. Mass medil rf" “ 
r mumcation like newspapers radio 1 1 • , la of conv 

f *> Seating the pubS ™ 

the manager or the worker more efficient thw P t I °. ma ce 

the objective of educating the man in the ymay ^ achieving 
8 me man in the commercial world 

tion autel kdrttn ad,ieVe Ae ° biecfe o f Educa. 
that of the outside piblk. of 

We have already seen that executives and man 
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junior persons in the organisation to handle important assign' 
anents involving reponsibility so that they are trained to succeed their 
•seniors in executive and managerial positions. The ‘trainees’ may 
■not only be given a foripal course in a staff training college but 
may also be given the opportunity to work in different depart' 
ments directly under the top executives so that they may gain 
some valuable experience. For example, junior executives may be 
asked to attend conferences and meetings of senior executives in 
■order to watch the decision-making process. Or they may 
he required to sit in at interviews so that they can acquire first¬ 
hand knowledge of interviewing techniques. The purpose behind 
all this is to develop the quality of excellence among the future 
managers of the organisation. 

There must be a communication line in every organisation 
'which reaches down to the humblest worker so that he may be 
able to acquire more technical skill and also work better. Provid¬ 
ing the latest technical literature as well as demonstration lectures 
may help the worker to acquire better skill but it does not follow 
that he will therefore work more enthusiastically or willingly. 
To achieve this purpose the worker should be made to feel that 
he is a part of the organisation (House Journals help to do this) 
-and the aims of the organisation should be communicated to 
him from time to time. It would also be a good idea to educate 
the worker by giving him (in the form of a talk, or an article 
in the House Journal or a book) a history of the organisation 
for which he is working, When new recruits are given education 
.about the way of work, code of discipline, and methods of manu¬ 
facture, etc., it is called ‘training.’ When old employees are given 
-a course of instruction it is called ‘reorientation’. 

Educating the outside public usually takes the form of adver¬ 
tising or arranging informative talks and articles for publication 
in newspapers or journals. This education could be in the direc¬ 
tion of giving better product knowledge, information about 
complementary and supplementary products and comparative 
prices or concessions, if any, being offered. 

WARNING 

To warn means to inform a person of unpleasant consequ¬ 
ences or possible danger. From the point of view of internal com¬ 
munications this might take the form of an oral or written warning 
feeing given to subordinates. If a clerk reports late for work daily 
then the minager nny give him netice tint if he pewits in this 
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practice his services may be discontinued. A warning can also be 
issued to a group of subordinates. If the office staff is in the 
habit of keeping the company’s phone engaged for long periods 
of time by making and receiving private calls, the management 
might warn the employees that the phone facility may be with* 
drawn completely. Usually warnings given by employers to their 
employees ate in the nature of admonitions or gentle reproofs- 
with a view to correct some error, misbehaviour, or bad habit. 
A warning could also take the form of informing about some 
possible danger in the future. A financial expert,. for example, 
may warn a company management against lavish expenditure on 
advertising, or an organisational, expert might warn that the 
existing plant does not have the capacity to take the load of 
increased production and that diminishing returns are likely to 
set in if the management continues increasing the volume of 
production. Perhaps the best illustration of a warning issued to ' 
the public at large would be the government regulation that 
cigarette manufacturers should print a warning (smoking is inju¬ 
rious to health) on their cigarette packs and must include this 
legend in their advertisements. A company can also give a warn¬ 
ing to a defaulter who does not settle his account or to a supplier 
who supplies sub-standard goods. Banks warn depositers who 
overdraw their accounts without prior intimation or those who 
operate their accounts in an irregular m ann er. 

A warning can be given by : (a) A person who has had a 
similar experience : One businessman warns another not to give 
credit for a large amount to Popatlal as he does not pay in time. 

(b) An Adviser or Expert: Rasiklal is warned by his sharebroker 
not to invest in Textiles as the companies are showing a loss, 

(c) A friend or a well-wisher: One businessman warns another 
about labour or transport problems in a particular town and 
advises him not to start business operations there, (d) A Rival 
or opponent. This warning is never given directly. Suppose there- 
are two manufacturers of soap and one of them suddenly slashes- 

!IS pnces , k should be a warning to the other to do likewise or 
go out of business. 

. Fr ° m t]ie p ° int of view communication within an orgaisa- 
uon Reprimand and Warning usually go together. Both are 
nc-eaed for the purpose of maintaining discipline. The worker, 
who is late, dishonest, absent from work, careless, abusive, drunk, 
talkative or mdisciplined in any other manner, has first to be- 
pu,mded and then warned that if he persists in behaving badly 
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his service will be in jeopardy. While administering a reprimand 
or warning to a worker the supervisor or officer must be sure 
that such a step is called for or deserved and as far as possible the 
worker should be warned in private and should not be publicly 
humiliated. 

MOTIVATION 

To motivate means “to cause to act”. It has also been defined 
as “that inner state that energises, activates or moves and which 
directs or channels behaviour towards certain goals.” In a commer¬ 
cial organisation, be it a factory or an office, when workers are 
motivated they work eagerly, willingly and without supervision. It. 
goes without saying that the organisation in which the workers 
are motivated will perform their duties efficiently and produce 
more than the workers in another organisation who suffer from a 
sense of grievance and have to be constantly watched, supervised, 
and ordered about. Men are not machines and merely having a 
highly qualified staff does not mean the company will function 
efficiently. The best motivator is a good salary, but this is an 
aspect of financial management and not within the scope of this 
book. And yet it must be realised that people do not work only 
for money. Industry provides us with many instances of highly 
paid employees performing their duties in a disinterested and 
listless manner. Other recognised motivators aim : (a) the work 
itself; (b) achievement; (c) responsibility; (d) promotion; (e) growth. 

We are mainly concerned with how we can use the commu- 
niction process to increase motivation among the workers. From 
this point of view the following aspects of the problem could 
be considered : 

(i) Emotional Climate / The management should use communi¬ 
cation in such a manner that the right emotional climate for 
motivation is created. This can be done by fostering healthy 
competition among workers and also by recognising and giving 
publicity to achievement. 

(ii) Setting Objectives: Set definite objectives before the workers 
so that they know what they are working for and they can enjoy 
a sense of satisfaction when the objective has been attained. This- 
will mean informing them of the plan that the management has- 
in mind and the detailed working of the plan. This applies speci¬ 
ally to literate and educated employees who would like to be- 
made accountable for a job and would like to understand its- 
relation, and importance to the enterprise. 
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(Hi) Organisational Information: With the help of house jour- 
■nals, books and direct talks or training programmes the manage¬ 
ment should give as much information to employees as possible 
about the organisation for which they are working, its history, 
the service it renders to the community, the benefits that it 
gives to its workers, etc. It is important to provide this informa- 
to new recruits and even to prospective recruits, so that a favou- 
tabie image is created in their minds and they feel a sense of 
pride t in working for the organisation. The drawbacks of the 
•organisation should also be mentioned, but need not be stressed. 

(/v) Participation in Decision-making; When subordinates are 
encouraged to report directly to their superiors or give suggestions 
from time to time to improve the working of the organisation 
they experience a powerful sense of belonging to the organisation 
and will be motivated to work better. One writer on Management 
■even states it "as a general proposition that “the higher the degree 
•of participation the stronger will be the resulting inclination to 
■cooperate with company plans.” 

(v) Using the Influence Motive : A supervisor likes to feel that 
he has influence over his workers. Workers like to feel that they 
have some influence with their supervisions, And both workers 
and supervisors can be motivated to work better if they know 

that to some extent they have some influence over the decision 
making process. 

(vi) Establishing Human Relations .‘When supervisory and junior 
staff can meet in an atmospkere of informality and exchange 
views, when the supervisory staff uses TACT in communicating 
•orders, admonitions and warnings to the junior staff, and when 
staff is encouraged to think out and take the initiative in minor 
maters, there is less friction and resentment and the orgnisation 
functions smoothly. It should be remembered that employees 
prefer to work for supervisors whom they can trust and respect, 
It should therefore be the aim of supervisors to behave in such a 
manner that they , earn the trust and respect of their subordinates. 

From the point of view of management, motivation plays 
such an important role that some authorities plead for the promotion 
and placement of staff on the basis of their motivation. Says one 
■expert : “All those who may be considered potential contributors 
to an organisation are arranged in order of willingness to serve 
it, the scale gradually descends from possible intense willingness 
■through neutral or zero willingness to intense unwillingness or 
■opposition or hatred.” From this it follows that promotion and 
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increments are given not on the basis of seniority, but on the 
•degree of motivation and the position of the employee on the 
“motivation-list.” 

RAISING MORALE 

We know that in a war it is not the number of sokI*£ rS ^ ut 
their morale ( state of discipline and spirit or state of mini!} tb at 
makes die big difference between losing and winning. M,ipol eon 
even went so far as to assert that morale “makes up cLry-q^ rt:ers 
■of the game; the relative balance of man-power accouate the 
.remaining quarter.” In a business organisation die morale of the 
•workers can seriously affect-the success of the business. One of 
the objectives of communication (internal) is to keep the morale 
•of the workers high so that they work with vigour and confidence 
as a team. 

Since morale is a mental quality (“spirit”) the management 
should use all official and unofficial means (“grapevine") to counter 
harmful rumours and should behave on ail occasions with prom¬ 
ptness, confidence, alacrity. The management should show genuine 
.interest in all suggestions for improvement so that it inspires 
the workers with a sense of purpose and confidence. I - S oes 
without saying that if the workers have a high morale (in sor&e 
respects this is the same as “job satisfaction”) productivity will 
also improve. 

Low morale is usually the result of lack of confidence in the 
management on account of its poor communicating skills, ^ (see 
the section on Motivation). The usual characteristics of low 
morale are—lack of discipline, a ‘hard-boiled boss, no apprecia¬ 
tion or reward for good work done, bad relations between- the 
supervisors and the workers and sometimes among the workers 
themselves. Morale could be low among individual wonpers or 
groups of employees on account of factors line jealousy, Tininess, 
home-sickness, lack of confidence or training or lack oi future 
prospects. When morale is low, unfounded rumours about the 
state of the company and the calibre of the management usually 
circulate among the workers. I his is what happen! in a small 
factory in Bombay. The profits of the factory were falling and 
the workers were getting no increase in wages or promotions. 
One day a group of well-dressed men arrived to inspect the 
factory, They were actually representatives of a large firm who 
had come to place an order, but the rumour that spread imm¬ 
ediately among the workers was that they were scrap-dealers who 
.ntended to buy the machinery as soon as the factory wa s closed 
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down. The. natural result of low morale is that workers do their 
jobs unwillingly and are always on the look out for better opp* 
ortunities in other organisations. An office in which the clerics 
and officers first read the “situations vacant” columns of news* 
papers everyday may be said to suffering from low morale. 

In should be remembered that high or low morale is not a 
permanent feature. The same organisation could have a high morale 
among its workers one year and find that the workers have lost 
their morale the next year. It is like a disease that requires im* 
mediate diagnosis and cure. Top management should maintain 
such an effective communication network inside the organisation 
that it can immediately become aware of the symptoms of low 
morale and should set about remedying the ailment with the help 
of the same network. Management can keep morale high by- 

fa) Maintaining a steady stream of communication between 
workers, their supervisors and the top executives. 

(b) Permitting open discussion of problems affecting the wor*' 
kers and their families. 

(c) Employing communication devices like house organs 
Employee Round Table Conferences, audio-visual aids' 
employee get togethers, etc. 

(d) abaut favouritism ’ 

(e) Accommodating displaced employees of other companies ■ 
or giving employment to the children of retired employees 

ft) Owing a fair hearing to employee grievances and accep* 

ID g, * eir Su 8o e stions, thereby giving them a sense of 
participation in management. 

fe) Expressing appreciation for good work and rewarding it.. 

(h) Introducing changes gradually so that workers do not.et 
mentally upset by sudden and abrupt changes in staff of 
working methods. 

b ,J ‘ morale is tte a barometer which indicates the well 
{ so ™ business houses study morale 

o tea y. This is done by (1) informal meetings at which worl-- 

“ £ "“7 £d f 0* (2) collecting information^ 
^“f a “ eI ” nd0) ^ -cially prepaid 
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Objectives of Communication 


(1) Initiating Action. k/fm 

(2) Altering Behaviour. 

(3) Effecting Change. , 

(4) Promoting the image of the company. 

(5) Increasing Productivity. 

(6) Establishing Better Relations, 

(7) Influencing a Potential Customer. 

REVIEW QUESTIONS 

1. What are the objectives of Business Communication ? Write detailed notes 
on any three'bf them. 

2. Do you agree with the view that the “basic objective of all human com¬ 
munication is to obtain an understanding response”? How would you apply 
this to the objectives of Business Communication ? ' 

3. Mention the objectives of Business Communication and show, with reference 
to any four of them, how achieving the objective depends on obtaining an 
understanding response. 

4. Why is it important for a businessman to receive and give out information? 

5. What Kind of Information is important for Communication within an 
organisation ? 

■6. Explain in one sentence each: (a) information for Planning; (b) Internal 
Information; (c) Competitive Information; (d) Environmental Information; 
(e) lob Assignment Information. 

7. Explain with examples, the difference between (a) Information and Advice; 

(b) Advice and Instruction; (c) Order and Instruction; (d) Warning and 
Advice; (e) Suggestion and Persuasion. 

8. What are the five W’s and H of a good order? What should be the tone 
of an Order ? 

9. Write a brief note on Suggestion Systems. 

30. How can Communication be used to educate (a) managements, (b) employees 

(c) the outside public ? 

31. How can Communication motivate workers to better efforts? Mention some 
devices by which management can motivate workers to work efficiently. 

12. What is meant by ‘morale’? How is it important in a business enterprise ? 
How can you raise morale ? 

33. Explain (a) Initiating Action, (b) Effecting Change, (c) Altering Behaviour. 
Why should Business Communication try to attain these objectives ? 

14. Why are good relations between management and employees essential to a 
business enterprise? Can Motivation and Raising Morale be used as devices 
to improve relations ? 

15. Show Increased Productivity is linked to: (a) better information facilities, 
(b) proper motivation, (c) high morale among the workers. 

16. You are the top executive in a business organisation. How would you use 
Communication to improve your business ? 

17. You have been appointed as the Manager of a business organisation which 
is going down the hill. What communication objectives will you set before 
yourself and how will yoa attain these objectives to prevent the decline in 
business ? 
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18. Mr Prabhu has been recently appointed as the Manager of a factory. Being 
very young he feels the workers will not respect him or obey him unless he 
remains aloof from them and orders them around curtly. What do you 
think will be the reaction to Mr Prabhu's attitude ? What advice would you 
give him ? 

19. Mr Dalai is a young man with bright and creative idea. He is compelled to 
work under supervisors who are dull and suspicious, Advise M. Dalai on 
the best type of device to adopt in order to communicate with his supervisors 

20. Mr Dalai’s ancestors started, an Iron and Steel Company a century ago 
Mr Dalai has a book about the history of the company and its role printed 
and distributed free among the workers, Do you think Mr Dalai has 
wasted his money ? Give reasons for your answer. 

21. What is meant by the Art of Persuasion ? How can you use this art to 
obtain the objective of changing behaviour or attitudes ? 

22. Write short notes on the following: 

(i) Communication for raising the morale of employees. 

(B.U. B.Com, 1978 & 19m 

(ii) Communication for warning, (B,u. Dec. 19801 

(iii) Communication for issuing orders and directives. " 

(iv) Persuasion as an objective of communication. 

(B.U. B.Com. April 1982; B.A 82) 

(v) Motivating Employees- (B.U, B.A. April 1981 

(vi) Communication for information. (B.U, B,A. Nov. 1980) 

23. Name and explain the objectives of communication. 

(B.U, B.Com, June 1979) 


TYPES OF BUSINESS 
COMMUNICATION 



The i, concerned with two types of communi- 

on - Internal and External. Internal communication deals with 
wHlfC 8 f° rmati ° n ' idaS ' orc l ers etc * within the organisation 

the need for internal communication 

Formerly businessmen did not bother about Internal Comm,, 
mcation. They believed that their subordinates were there -o re” 
cetve instructions and obey orders. This legacy ofthe early dayj 
f the Industrial Revolution has been the chief cause of tadusr 

Imagine a situation in a large industrial or business organisa. 
‘.on m which the communication line is so poor that the managers 
and employees are surrounded by ‘Vails of silence”. I„ SU( f h . 
situation the employees will not know what the managers l t 

Vt r mg “ Willn0t ,cnow *‘I>« the Workers are 
facing any difficulty In their work and one worker will not be 

awaie of what another worker is Hnincy Tie. . 
l qt; _ , . lKei 13 cl0ln fh I he organisation will 

h to cease business or break down the walls of silence. 



Walls of Silence 
-aa communicafien - 

. Commumcation should also be effective at the levels' of ton. 
management so that the executives thoroughly undentand tha t 
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formation available to them, Only if they thoroughly understand 
cart they make proper decisions and communicate their under- 
standing to .'their 'subordinates in the form of clear-cut and 

■concise instructions and orders. 

channels of communication 

Management can use one or more channels in order to com-, 
rnnhicate with employees and obtain a feedback. Some experts 
"refer to use the phrase '‘lines of communication ' instead of “chan* 
’.ils of communication,” and perhaps they are in the right for 
\;.YL' describing these channels we use words to show the direc- 
tion In which, a line would move. Thus, we speak of Upward 
i m munication (subordinates to superiors), Downward.Communis 
k - ,u {Superiois to Subordinates) Vertical Communication ..(Up 
;r x .Down), Horizontal Communication (between persons of 
equal, or comparable status), Diagonal or Lateral Communication 
f Organisation to outsiders). Since the lines generally follow three 
direaions—Up-down, horizontal and diagonal—Mr Keith Davies 
speaks of the "three dimensions’ 1 or 3-D’s of Communication, 
lust as a 3 -D motion picture has height, breadth and depth, com- 
im.inicad.on should reach all the dimensions of the business orga¬ 
nisation, and people in all parts of the organisation should be 
■Constantly receiving and giving information in order to build co¬ 
operation and improve performance. 



WORKER 1 WORKER 2 


A general remark that can be made about lines of communi¬ 
cation is that efficient managements will try to keep them as short 
possible. The longer the line of communication the greater the 
chances of the original message being distortedand misrepresented. 
vm are familiar with the situation in which Malti tell Mina about 
Mr Tuber’s accident in which he fractured his leg. By the time 
r mn reaches Lata via Rashida, Agnes, Mani, i Surinder and 
A:u >’ nof onI V will Mr Taher have lost both legs but his wife 
too would have lost a limb or two. 
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HORIZONTAL communication 

4 Com munication between persons of equal or comparable 
status is known as Horizontal Communication, viz. clerk to clerk, 
manager to manager, etc. In every organisation unimportant and 
routine matters are dealt with by employees who communicate 
with other employees without troubling their seniors. If you send 
a cheque along with a letter to pay a bill, your envelope will be 
opened by a despatch clerk who will send the contents to a clerk 
m the Accounts Section. The clerk in the Accounts Section will 
note the .contents and send the cheque to the bank and the letter 
will be given to another clerk for filing. When the cheque is 
realised yet another clerk will draw up a receipt and send it with 
* letter to the despatch clerk for posting. In the procedure des¬ 
cribed above, communication has taken place between different 
■employees at their own level. Should, however, a difficulty arise 
as when a cheque is dishonoured, then the clerk would have 
to refer the matter to bis superior and this would be called 
Upward Communication. If the superior instructs the clerk in 
the matter this would be called Downward Communication. To 
take another example' when the stores manger consults the pro- 
duction manager and factory manager about the arrival of a con¬ 
signment of goods and materials it is a case of Horizontal 
Communication. 

Horizontal Communication takes place between persons of 
the same level in the organisation hierarchy-manager to manager, 
■departmental head to departmental head, clerk to cleric, worker 
t° worker. Communications between Management and Trade 
Unions are also horizontal as the philosophy of socialism has given 
great importance to the role of trade unions in democratic and 
welfare states. (Externally, horizontal communication takes place 
when operators and workers in one organisation deal with their 
counter-parts in other organisations). 

In a company in Calcutta a truck driver was the secretary of 
■the Trade Union. On working days he took orders from the 
manager (downward communication) about where he should drive 
the truck but when he entered the manager’s cabin to speak on 
behalf of the Union he spoke as an equal (horizontal communic- 
tion). 

The need for Horizontal Communication within an organise 
nation is very great as without it there will be no co-ordination 
•3/B.C. 
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irnd ce-operation among the different units. According to Miss 
Mary Follett, ultimate achievement is usually the result of direct 
interpersonal horizontal relationships and direct personal com- 
munications. An alert and efficiency conscious management is 
always on the look out for failure of horizontal internal com¬ 
munication and acts speedily to repair the damage for it could', 
affect the effectiveness and productivity of the whole organisation. 
In small companies horizontal communication is made possible 
In' workers who need to communicate being made to work close 
so .each other, thereby keeping the line of communication short. 
In a large company the problem is likely to be a serious one anc! 
she chances of breakdown of horizontal communication are more 
ircuuent. Large organisations therefore -appoint liaison men and 
Public Relations Officers to deal with such break-downs. 

Horizontal communication works best at the face to face and 
oral levels* When persons of equal rank deal with one another 
formally they tend to be status conscious and hence the chances 
of misunderstanding are less when the communication takes place 
face to face for facial expressions record the inner feelings of the 
speakers and communication and feedback are immediate. Letters, 
rep^tts, telephones, meetings, are other ways of communicating - 
horizontally. Since this communication is usually, however, of a 
roinhie nature it saves time to use memorandums and standard 
Mrn’ w In most large organisations standard forms are printed and 
made: available to the departments. These forms provide space for 
enMittel information like who is communicating to whom and what 
the "communication is about. 


ilwie it would be proper to mention two wrong ideas about 
r.ontitl Communication that are common in India. The first 


. , , , ..mi.ua. me nrst 

‘ mt ™“, 18 effective horizontal communication the 

casement should not intervene. This leads to many problems 

'I 1 ' what is going on in the 

i 1I>IS dlfllc ' ,lty can be Sot over by the subordinates 
“' 4< ,0 ro F°tt periodically on all horizontal and criss-cross 

ummaucation that is faking place. The second wrong notion 
. zfe to me attitude of some managers and executives toward 
‘ C oi communication. They discourage horizontal com. 
naK^onoecause they are afraid tta the workers might get 

,.>’*« another and unite against die management In 

■■■' '' ", cre '“S 1 " lliat «*e British administered India rerv 

■ .-....-a tney adopted the policy of "divide and rule” Jb 
' aJ ° pt Smular *«* »ile this policy may pmv ,/ e 
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a few short-term gains it is likely, in the long run, to result in 
inefficiency and poor production. 

Case Example (horizontal communication) 

In a pharmaceutical factory in Bombay the Stores-in-charge 
complained to the Manager that he had no place to store 
materials as the production in-charge was ordering materials 
several months in advance. The Production in-charge, in turn 
complained that he was getting no co-operation from the Stores 
m-charge and that the Stores was not properly managed. Every 
week end the manager was troubled by oral and written compl- 
amts which became more bitter as time went on. Soon the Stores- 
in-charge and the Production fir charge were not on speaking 
erms. The workers too, in both departments, began to trade 
abuses in the canteen. The management decided to put a stop to 
the quarrel before the situation got out of hand. It was decided 
that both the in-charges should meet every Saturday afternoon 
in the ca bin of the Manager and co-ordinate the storing of mat¬ 
erials and purchasing, lhe first two meetings took place in a 
strained atmosphere and the Manager had to intervene several 
times. Subsequent meetings, however, were conducted in a cor¬ 
dial atmosphere, so much so that it was no longer necessary to 
, meet m the Manager’s cabin and both in charges sorted out 
their problems over lunch. 

VERTICAL COMMUNICATION, TWO-WAY COMMUNI¬ 
CATION AND DOWNWARD COMMUNICATION 
Vertical. or Up-and-down Communication is essential in 
every organisation so that the management can give directives 
and send information downwards and also receive periodic infor¬ 
mation from subordinates about the effectiveness of their directives 
and the progress of the organisation. Because of this exchange of 

CommuniStmn tiCal Communicatiotl is also known as Two-way 

Every business organisation has its own peculiar structure 
which indicates the line of authority. By line of authority we 
mean the order, of persons in authority and power. An under¬ 
standing of this, structure is necessary to appreciate the effective¬ 
ness of Vertical Communication for as Mr Davar puts .it l< ti, s 

lines of authority become the lines of communication for the in for* 
motion. J 11 

It should be noted that all business houses modify and 

change authority and communication structures to meet their 
special requirements, (see diagram on page 36). 
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The following diagrams are a simplification in the sense that 
in a business organisation there are many sub-levels at which: 
authority is delegated. But they bring out the basic feature of up- 
down communcation and also criss-cross communication. For 
example, the line of horizontal communication between the audi¬ 
tor and the secretary is actually illustrative of the need for com' 
munication at the management level. Not only do workers and 
departmental heads have to communicate but communication is 
most essential at the level of top executives in order to arrive 
at sound decisions. For reasons of prestige, however, communi¬ 
cation at the management level is usually termed “consultation.” 

f THE CHAIRMAN 


downward I communication t upward 


MANAGING DIRECTOR 


DIVISIONAL MANAGERS 


DEPARTMENTAL HEAD., J I 


SUPERVISORS AND 
OFFICERS 


WORKERS AND 
_ CLERKS 

It S .t S p”e7). iS5aid "‘ 0 C0Mult " the «*« 

downward communication 

sre>r ! adaair iidertheiSSUe0f Communication i„ 
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When orders, directions, instructions and information flow 
downward from superiors to subordinates it is called Downward 
Communication, Downward Communication is necessary as it 
helps to unite and bind the different levels of authority within 
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the organisation and thus preserves the organisational and com¬ 
munication structure. If a top executive bypasses the sectional 
heads and tries to communicate directly with the workers all the 
time he is only inviting trouble, for the sectional heads will lose 
authority and responsibility and the result will Be indiscipline 
and dissatisfaction. 

Downward Communication can be used for one of the follow¬ 
ing purposes:-(a) to give instructions and directives about a 
job; (b) 'to inform subordinates about their performance; (c) to 
give background information about a job; (d) to explain policies 
and organisation procedures; (e) to issue warnings and reprimands 
or to express appreciation. 

While communicating downward, managers should take care 
to see that (a) they are very clear in their own minds about the 
order or information that is to be passed down, (b) that the 
order or information is passed down to the correct person in the 
hierarchy, (c) that orders are expressed in clear and lucid terms; 
leaving no scope for misunderstanding, (d) that information is 
not of a confidential or controversial nature (such as trade union 
loyalty, religion or politics). 

Downward Communication can be most effectively used in 
those organisations in which lines of authority are clearly dem¬ 
arcated. But given the complexity of modern business organisations 
aad the common failings of human beings, this type of commu¬ 
nication often breaks down. Some of the common problems of 
downward communication are given below ; 

? m) Over Communication: This problem arises when supervisors 
talk too much and mention things before their subordinates 
which they should not. A manager who talks too much and does 
not know when to stop will blurt out confidential information or 
;mereiy- waste the time of his subordinates. In either case he will 
lose |the respect of his juniors. Another aspect ■ off over- 
communication is 'wrong timing’. If your employees have struck 
work as they want increased wages it would not be prudent to 
announce ‘a very profitable year’ while'the strike is on. 

, W Vnder y^otm: this problem is likely to arise when 
“ i “ P T 0t d< f “ '* “d leaves his subordinate 
1 " s about what he wants them to do. Instructions issued bv 
non 'Communicative supervisors tend to be incomplete andS to 
misunderstandings. Under-communication tabs place when the 
iv.evant background information for some decision i,n“ 
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'ded by the superior officers and their subordinates draw the wrong 
’Conclusions. This happened in a private firm which employed 
persons belonging to different communities. In one particular 
'month the salary of the staff was paid ten days earlier as the 
accountant was proceeding on leave, As this happened to coincide 
with the festival date of one of the communal groups there was 
a rumour that the management favoured that communal group 
and did not wish to extend the same favour to the employees of 
other communities. If the correct reason for giving the salary 
earlier bad been communicated the communal poison would not 
have spread in the office. 

(c) Time consuming ; This disadvantage is inherent in the 
downward cymmunication process. Since downward communica¬ 
tion moves along the lines of command in the hierarchy it nece¬ 
ssarily moves slowly. By the time the information reaches the 
worker in the lowest hierarchy it may have lost much of its 
importance and significance. Any attempt, on the other hand, to 
by-pass the intermediate officers and communicate directly with 
the low-hierarchy workers is likely to undermine the authority 
of the officers and lead to confusion and heart-burning. 

(d) Loss of Information : According to some experts, as infor¬ 
mation passes down from the Highest level in the hierarchy to 
the lowest, so much of it is lost that only 20 per cent finally 
■gets through. This is especially true when the information or 
■message is oral and not written. To overcome this disadvantage 
managements try to keep the line of downward communication 
as short as possible. And where this is not possible they try to 
introduce checks at different levels of the hierarchy to see that 
the message is not reduced in contents. 

(e) Distortion: Just as messages get lost in downward com¬ 
munication they also get altered or distorted. Sometimes the 
original message is so changed that it is difficult to recognise it 
! by the time it reaches the lowest level of the hierarchy. Oral 
•messages are particularly prone to distortion as at each level a 
little spice in the form of exaggeration'and fact-twisting is added, 

(f) Resistance : As people in the lower hierarchies are merely 
receivers of decisions that have been made at the higher level 
they unconsciously resist and resent such messages and miscom- 
munication results. 

The vehicles of downward communication are : 

1. Notice hoards and posters. 

1. Circulars, letters, reports and memos. 
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3. Oral and telephone talk. 

4. Public address systems. 

5. Film shows and group gatherings. 

6. Employee meetings and counselling, 

7. Trade unions and other official worker representatives,, 

8. Internal chain of command. 

9. Employee ntoftpjpfg, bulletin? and annual reports. 

10. Annual meetings of shareholders. 

Case Example (over-communication) 

Anwar Patel was the manager of the Mata Shoe Factory at 
Tirana. In one of his vacations he undertook a short course in 
management and public relations in one of the third rate com¬ 
mercial institutions that have mushroomed in Bombay. It then 
dawned upon him that all these ye.ars he had been doing the- 
wrong thing by dealing only with the section heads under him.. 
On his return to the factory he was a new Mr Patel—he began 
having his lunch in the workers’ mess, he even smoked a beedi 
or two with them and exchanged a few smutty jokes. Over a. 
cup of tea he told them the story of his life and many spicy 
episodes about the lives of the directors—all in the interest of 
better public relations, He also joined them once in ragging a* 
foreman who wore an old-fashioned coat and hat. Trouble started 
a few days later-absenteeism increased, there were three incidents 
of workers refusing to carry out the orders of their supervisors 
and two workers were found in a drunken state on the plant 
‘When Patel reported to the Managing Director, his mistake was 
pointed out to him-overcommunication and undermining thee 
authority of the hierarcy officials, 

UPWARD COMMUNICATION 

When, within an organisation, information is given to supe¬ 
riors by their subordinates it is known as Upward Communica¬ 
tion. This Upward Communication can only take place if 
subordinates feel free to convey their opinions and attitudes and. 
to report freely on their own work. No organisation can survive 
without some kind of Upward Communication. If, i n a commer¬ 
cial office, there are ten typewriters and on a particular day five- 
of them are out of order, the typist will have to inform the 
head clerk or work will not be done properly on that day. Not only 
is Upward Communication necessary in order to get information., 
rrom subordinates in the form of grievances, compIaWts, difficu¬ 
lties and problems, but also to find out by way of ‘feedback’ as 
to now instructions and directives are being received and follo¬ 


Types of Business Communication 


41 


wed. In this sense it is the second important component of 
Vertical or Two-way communication. 

Upward Communication is useful for top executives as it 
provides information from below on the following matters: (a) 
What the workers are doing; how their work is progressing; achU 
evements, failures and future job plans, (b) Unsolved work prob¬ 
lems on which subordinates require help arid guidance, (c) Sug¬ 
gestions for improvements within the department and company, 
(d) How workers feel about their jobs, their associates, their 
supervisors and their company. 

Having realised the importance of Upward Communication 1 
most managers prepare a list of items on which they expect their 
subordinates to provide information and check periodically if 
they have heard from everybody. Managements use several methods 
to obtain Upward Communication, but while using one or more 
of these, care should be taken to see that the first line of super¬ 
visors and departmental heads is not by-bassed, as such a pro¬ 
cedure is likely to create many problems. 

Some of the more commonly used methods of obtaining. 
Upward Communication are as follows : 

{a) Reports : Subordinates are required to submit periodic- 
reports (oral and written) on the progress made by them in the 
work assigned to them, 

{b) The Open-door Policy : The door between the manager 
and tile workers is kept open so that any worker can walk in. 
and communicate his grievance or report on his work; the manager 
too steps out and mingles with the workers and watches them at 
work according to Mr Keith Davis, however, “The open door is 
for managers to walk through, not for employees”. 

(c) Group Gatherings i Departmental social gatherings are- 
arranged so that the workers get a chance to meet and talk to their 
managers in an informal atmosphere. 

(d) Complaints and Suggestion Boxes: Boxes in which workers 
can drop their suggestions and complaints are installed in conve¬ 
nient places. 

(e) Direct Correspondence • Sometimes the manager can write 
a letter directly to an employee and encourage him to reply. 

(/) Counselling and Consulting : Workers are encouraged to 
approach executives with their personal problems. Under the guise 
of counselling them much valuable information can be obtained.. 
Consultation groups or committees serve the same purpose. It is- 
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necessary for managements to make use of all these methods for 
it should be clearly understood that employees will not initiate 
upward communication by themselves. They have to be encouraged 
•to do so. 

The advantages of an effective internal Upward Communica¬ 
tion system are : 

(a) Valuable information is receieved for decision-making. 

(b) Acceptance of suggestions from workers might lead to 
improved performance. 

(c) It encourages employees to take interest and participate 
in the work of the organisation. (This in turn leads to job satis¬ 
faction) 

(d) It provides a feedback to the managers on how their 
•directives and instructions are being implemented. 

Some of the common problems associated with upward co¬ 
mmunication are given below : 

{a) Awe or fear of authority ; Workers are not prepared to 
talk freely about their on-the-job problems with their supervi¬ 
sors. As the managers and supervisors sit in air-conditioned 
cabins with glasstopped tables and all the other trappings of 
office, workers feel intimidated and inferior. The inferiority com¬ 
plex that is bred in the average worker in the presence of a 
superior who radiates power and authority-makes'him "‘‘clam up.” 

(b) Unwillingness to admit failure: Many workers in the lower 
hierarchy are insecure about their jobs and uncertain of their 
future prospects. Because of this they are unwilling to discuss 
their on-the-job problems with their superiors for they have a 
lurking fear that the supervisor might regard them as individual 
failures and this might cost them their job or might block future 
promotions. 

(c) Slanted stories: Out of a Sense of insecurity or inferiority 
workers while communicating with their supervisors take to 
suppressing or slanting stories, In slanting the workers ‘edit’ their 
reports in such a manner that they are always shown in a favou¬ 
rable light. Suppressing and slanting lead to the managers and 
supervisors getting a wrong and distorted picture of what is going 
on in the office or factory. In the office of The Simplex Corpo¬ 
ration, head clerk Suresh was lazy and incompetent and got all 
his reports prepared and alt the difficult work done by Guge his 

■ office assistant. Yet whenever he reported to the Manager he gave 
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“the impression that all his sub-ordinates were incompetent and 
he was over-burdened with work. 

(d) Short-circuiting of authority : This is the opposite of awe 
of authority. This problem of Upward Communication arises when 
the worker is aggressive and bold enough to skip one or more 
ranks of supervisors and directly approach the top executives. 
Though sometimes this enables top executives to get information 
that was being suppressed by the middle ranks, more often than 
not it creates bad blood and ill-will. The top executives who 
receive such information also become suspicious of the intentions 
of the over-bold worker. 

(e) Inattention to Upward Communication : On acount of their 
preoccupation with other work top executives pay scant attention 
to upward communication and sometimes even ignore it. This 
■can lead to disastrous results for the workers are likely to feel 
slighted and will in future adopt a cynical attitude, 

Case Example (Upward Communication) 

The management of a textile mill in Ahmedabad was surpri¬ 
sed that though it insisted on a high level of education among 
its supervisor and junior officers (many of them were “foreign 
-returned”) production was falling and there were many labour 
problems, while a rival mill which had employed local men as 
its supervisors and officers, was doing very well. An expert in 
management was consulted and he reported that the chief cause 
of poor production and labour problems was that the Gujarati 
speaking workers were in awe of the English speaking officers and 
were very reluctant to approach them with problems or difficul¬ 
ties. Also instructions given in English and broken Gujarati were 
not understood and there was almost a complete absence of 
“feedback”. 

FORMAL AND INFORMAL COMMUNICATION 

The channels of communication described above are ‘formal 
.channels’ which have been established according to the structure 
of the organisation, Formal communication systems are characte¬ 
rised; by the importance they give to authority, responsibility and 
delegation of duties. As mentioned earlier, in formal communi- 
, cation the lines of authority become the lines of communication 
for information and messages are passed slowly and formally from 
managers to officers, officers to clerks, etc. An organisation, 
however, cannot function only on the basis of the formal 
channels and it has been found that, whether the management 
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likes it or not, informal channels emerge wherever there is a 
group of men or women working together. These informal chan- 
nels are known by the interesting term “grapevine” and an inte¬ 
lligent management will not attempt to curb or suppress the gra¬ 
pevine (to be truthful, this cannot be done) but will try to use 
the grapevine to achieve better communication with its employees 
and thereby fulfil its own objectives. 

THE GRAPEVINE 

Arthur Koestler in his novel “Darkness at Noon” describes 
how political prisoners in a Russian jail communicated with one 
another by tapping messages on the pipes in their cells. Modem 
crime and detective fiction has made us familiar with the idea 
that members of the “underworld’’ have sub-codes and commu¬ 
nicate by signals which others do not understand. This is what 
the dictionary means when it defines ‘grapevine’ as a “means of 
secret communication, used by criminals or prisoners”. (This is, 
of course, in addition to the usual meaning of “a kind of vine on 
which grapes grow”.) 

Writers on Communication and Management have given a 
degree of respectability to the word by using it to mean an in¬ 
formal means of communicating within an organisation by which 
news and information are quickly transmitted among persons 
who work together in a group. Strangely enough the word has 
retained part of its original connotation. Like the plant, the gra¬ 
pevine spreads rapidly, horizontally, to every part of the organisa¬ 
tion aim it is a “secret communication” in the sense that this- 

the a utli or it i es SUpP ° SeC * t0 ^ spreac * wit ^ out the knowledge of 

, G 7 £ ;; ine is a ,dnd o f horizontal communication and it con¬ 
sists of a “ complex network of informal contacts that occur all day 
long on the. job, spontaneous channels through which facts, half-truths 
and rumours pass.” It is possible for such rumours to result in 
upward and downward communication, but the general direction 
is horizontal as such communication takes place between persons 
*.io .enow and trust each other. Gossip, hearsay, rumours, goto 
ma.ve up mat “personal communication” that we call grape¬ 
vine As a result of it views, opinions and attitudes are formed 
which can do great good or harm to the company. Thus, one fine 
morning the story may spread among the clerks in the Share 
Department that the supervisor has been transferred to another 

o iZThZrC 1 ' up a 5C5nW ab0,lt iis dealings with a 
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As may well be imagined the grapevine can do great harm 
or good to an organisation : it may cause the workers to lose 
their morale or to work with redoubled vigour. If the top mana¬ 
gement of an organisation is intelligent it will try to feed the 
grapevine with information that is accurate and which will serve 
as a morale booster. It will also use the grapevine as a baromerer 
to find out the level of morale of the workers. Managements. 
should realise that the grapevine can neither be cut nor contro¬ 
lled, at the most it can be influenced. Moreover it should not be 
lost sight of that grapevine communication acts as a kind of out¬ 
let (“safety valve”) for the workers who might otherwise bottle- 
up their grievances and “explode” at a later date. 

The success with which management can use the grapevine 
will depend on how skilfully it can handle this highly sensitive 
device, Any very obvious attempt to feed the grapevine will be 
immediately spotted and may prove to be counter-productive. 
Suppose a manager calls a junior clerk openly to his cabin and tries, 
to impress him with the poor condition of the campany’s finances 
■and the need for workers to work harder without asking for more 
money, no one will believe him. The success of the grapavine 
will depend on maintaining the myth that the officials do not 
know of the information being spread among the employees. 
Thus a manager may confide a secret to a subordinate (actually 
;ask him to keep it secret) in the confident knowledge that the 
secret will be shared by all the employees working with the sub¬ 
ordinate and that by next day all the employees in the organisa¬ 
tion will “be in the know.” From a psychological point of view 
the grapevine always succeeds as a means of communication as 
•it plays on the ego of the person receiving the “secret” commu- 
mication, by making him feel important and knowledgeable. When 
an ordinary employee was promoted to the rank of junior officer 
in a co-operative bank, the management deliberately fed the gra¬ 
pevine with the information that the promotion was a reward for 
the extra effort put in by the employee outside office hours. This 
■served as an incentive to other workers to put in a little extra 
effort on their own. 

Grapevine stories spread very rapidly, If a worker has met 
with an accident the news will reach all the workers of the factory 
in a flash. On the other hand, formal or official communication 
•is slow. This places the management at a disadvantage for harmful 
•rumours and bad news will spread so quickly on the grapevine 
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that the management is left with no time to counteract the rumours 
or rectify the mis-information. 

It would be a mistake to suppose that the grapevine is active 
only among subordinate employees, it can be equally active at 
the level of top management. The general principle to bear in 
mind is “wherever there are people, there are grapevines.” The 
chief advantage of the grapevine as a device of communication 
is that it enjoys a great degree of credibility among workers in 
a group, more so than official or formal communication. It has 
the additional advantage of being able to by-pass officials in the 
chain of command. The grapevine does not grow according to 
any set pattern. It may work at random, in direct line between 
two individuals or in a circle (one person telling all the members 
of an organisation) or in the form of a cluster (information given 
to one group of people at a time). 

The following characteristics of Grapevine Communication 
deserve study as they help to make it an effective instrument: (a) 
the news fed into the grapevine should be fresh or recent, for 
stale news will not hold the attention of the employees: (b) 
people are news and people like to talk about other people : (c) 
people are interested in information that concerns their working 
conditions, salaries, or the work itself; (d) people in close proxi- 

. mity to one another while at work may be said to be on the 
same grapevine. 

How can a management control grapevine communications- 
that harm it ? This can be done (a) by taking quick, vigorous 
steps to check false rumours that create unnecessary despondency 
or unjustified optimism, (b) by making the management’s formal 
communication lively and efficient, (c) by informing employees 

regularly about the organisation’s activities through company 
bulletins or newspapers. 

Case Example (Grapevine) 

Murli was .a jolly fellow and popular in the office. He had 
however remained a despatch clerk in Popatlal & Sons in spite 
of 10 years of service on account of his poor qualifications. Fie 
was secretly frustrated and therefore when two letters marked 
private for Mr Popatlal were received from a Swiss bank it 
was natural for him to spread the story that Popatlal and his sons 
were depositing large sums in foreign banks in violation of foreign 
exchange regulations. Having got wind of the story Mr Popatlal 
called Miss D Costa, his pert and talkative steno—typist to ‘take’ 
a personal letter to the director of the Swiss bank in which he 
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expressed his pleasure at having an opportunity to play host to 
a Swiss student who would be visiting India under an exchange 
programme. The next day the grapevine had the story and Murli. 
was made to look a proper fool. 

CONSENSUS AND CONSULTATION 

When there is common agreement of opinion among a group' 
of persons it is known as ‘consensus’, Students of commerce are 
familiar with the idea of passing a resolution by consensus, i.e, 
the resolution is passed without discussion by merely circulating 
a copy and obtaining the approval of the members on it. The 
idea of consensus is also familiar in politics. For example, certain- 
political parties choose their leaders by consensus. In both these 
instances one cannot believe that some members do not have 
opposite views. All that it means is that in the interest of harmony 
the members have chosen not to express divergent views or have 
them recorded in the minutes by way of dissent. They have 
expressed their trust in the leadership of the organisation by 
agreeing to abide by its recommendation and have subordinated 
their private views to avoid unnecessary conflict and disagreement. 

Consensus Communication is very necessary at the manage¬ 
ment level as the management of an organisation has to present 
the outside public and its own employees with an image of 
solidarity and unity. It would not do for the secretary to issue a 
circular letter to shareholders if the chief accountant sent 
another to the shareholders contradicting what the secretary had’ 
written. In the same way employee cannot be given conflicting 
instructions by two directors. Consensus is ..achieved at the 
management level by adopting an attitude of mutual respect and. 
mutual consultation> 

There are many specialists at the management level and 
mutual respect is shown by accepting and supporting the view 
of the specialist even if one privately disagrees. Of course, one 
director may communicate his disagreement privately to the other 
director, but should the latter stand, firmly by his views it would 
be best to accept them gracefully. Thus if a director, who is an 
architect, expresses the view that the old factory building will 
not bear the weight of further constructions it would behest to 
accept this opinion as final. (Frequent consultations are necessary 
at the management level as without these the executives will not 
be able to know each other’s view and express consensus. Ano¬ 
ther aspect of this process of mutual respect and mutual con-‘ 
sultation is the acceptance of the authority of the chairman or 
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president unquestioningly. This is especially important when two 
executives, both experts in a particular field, express conflicting 
views. It is the trust that the officials place in the presiding officer 

(chairman or president) that makes collective decision making 

possible. 

The demerit of the consensus process is obvious. A member 
of a group is made to subscribe to a view that he does not hold. 
And very often the consensus process becomes one of mutual 
accommodation. 

Consultation and consensus go together for it is only by 
mutual consultation that consensus can be arrived at. The student 
should study the diagram given below with care. It describes 
what ■ is known as the 'cycle of consultation’. 

As shown in the diagram, Consultation is a forward looking 
process as it provides for decisions based on mutual consultation, 
which result in instructions or orders being issued, which take 
the form of action, and the results of this action are again sub¬ 
jected to the process of discussion and consultation. 

Consultation 


Action Decision 


Instruction 

Consultation may take place at the level of individuals or at 
the group level (in the form of meetings). This is very important 
for Consultative Supervision, In Consultative Supervision the 
manager or supervisor consults his workers (either individually 
or at an informal meeting) before arriving at a decision. While 
listening to the view-point of the workers his attitude is helpful 
and not condescending or superior. He also takes care to see 
that in the process of consulting the workers he is not under¬ 
mining the authority of the supervisors. 

From the point of view of internal communication and 
administration, the concensus/consultation process has distinct 
aivantanges: 
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(a) It can be used very profitably by managements while 
•dealing with, thorny questions like bonus, retrenchment, service 
conditions by consulting the union leaders and worker represent¬ 
atives. While it is difficult to expect consensus or complete 
agreement at such meetings, it is definitely helpful as it enables 
■union leaders to ventilate their grievances and avoid a great deal 
■of trouble which might otherwise be stored up. 

(b) By consulting workers their sense of participation in the 
management process is increased. When a subordinate is given an 
order after he is consulted, he does not resent the order but 
looks upon it as a solution to a problem which he Has helped 
to reach. 

(c) It helps to build and develop managerial skills among 
junior officers and subordinates (education for succession). 

(d) It fosters industrial democracy and helps to forestall 
■-industrial unrest. 

(e) It helps to project an image of unity and harmony in the 
organisation by increasing trust between supervisors and workers 
and also leads to improved morale. 

The consensus/consultation process also has some distinct 
-disadvantages j 

(a) It becomes an exercise in mutual accommodation. At a 
•meeting one manager will not oppose the doubtful proposition 
of another manager as his own doubtful proposal is on the 
.agenda and he wants support for it. thus the managers accomo¬ 
date each other and the interests of the company are made to 
suffer. 

(b) If the name of consensus, a member of a group is made 
•to subscribe to a view which he does not hold. 

(c) It might give the workers the impression that their super¬ 
visors are not able to take decisions on their own. 

(d) It might create a serious problem if subordinates who are 
..accustomed to being consulted are not consulted on one or two 
■occasions. They are likely to resent the attitude of the manage¬ 
ment and turn nasty or cynical. 

The last two disadvantages can be overcome by the top exe¬ 
cutives behaving in a decisive manner and giving clear instructions 
after consultations. They should make it clear that no. change of 
any kind will be permitted without their approval. 

•4/B.C. 
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Case Example (Consensus) 

In the office of a local college, Mr. Gosh, the office super¬ 
intendent ordered the peon to shift the table of the typist, Mr 

Vyas, close to the single telephone instrument so that he could 
receive incoming calls without having to leave his chair. As he 
gave the order without consulting Mr Vyas the latter was resentful 
and believed that he was being moved as his first seat was next 
to the window. Even after the shift Mr Gosh was not satisfied 

as he wanted Mr Vyas to be close to the student-counter to 

attend to the needs of the students when there was no typing 
work. On this occasion, however, he consulted Mr Vyas. The 
latter suggested that the table be shifted (still further away from, 
the window) in the direction of the student-counter. A fine 
example [of getting willing participation through consulative 

communication ! 


THE NEED FOR MULTIPLE CHANNELS OF COMMUNI¬ 
CATION 

An efficient and progressive enterprise uses multiple channels 
of communication, both formal and informal. It would be almost 
suicidical to have only one channel of communication as this 
would result in bottlenecking and a definite fall in the level of 
efficiency as a result of poor information circulation, poor moralb 
and poor worker participation in decision-making. We can 
imagine the very low level of communication that would be found- 
in an organisation in which the manager insists on all communi¬ 
cations, being channelled through his office. Over emphasis on 
downward communication is one of the major causes ,of inefficiency 
in business. 

To meet the' 1 need for multiple channels of communication, 
most modern organisations set up a network of communication. 
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channels. A communication net work refers to a particular set of 
persons or groups within the communication system who may 
gather, combine, transmit or manipulate information. 

Three of the better known networks are the wheel network, 
the circular flow network and the free network. The wheel network 
is a formal structure in which the organisation is broken up into 
small groups for communication purposes with a group of four 
persons communicating with a central fifth person. The circular 
network makes provision for each person communicating with 
two of his immediate neighbours. The free flow pattern allows 
everyone to communicate with the others. While much may be 
said to recommend the setting up of such networks of communi¬ 
cation, the management should see to it that the multiple 
channels and the networks do not result in over communication. 
THE BREAKDOWN OF HIERARCRY-A Modem Trend 

So far in this chapter we have dealt with communication 
within an organisation which is structured according to traditional 
hierarchy. The student must know, however, that in industrially 
advanced countries there is a tendency for this hierarchy, to 
collapse. This trend is not yet very obvious in countries like, 
India but is likely to become evident in the near future Workers, 
individually, and as a group, have begun to by-pass their super¬ 
iors and have started communicating directly with the concerned 
parties. For example, if in a factory, laboratory or office an 
employee finds that a particular machine is not working he does 
not report to his superior but directly contacts the repair team 
and gets the machine repaired. In his book “Future Shock”, 
Alvin Toffler reports this new trend in the following words: 
“Physicists, computer programmers, engineering specialists-such 
men are assuming a new decision-making function. At one time, 
they merely consulted with executives who reserved unto them¬ 
selves the right to managerial decisions. Today, the managers 
are losing their monopoly on decision making”.' In the same vein 
Prof. Read writes that “specialists do not fit neatly together into 
a chain-of-command system” and “cannot wait for their expert- 

advice to be approved at a higher level.” 

The trend described in the last paragraph is the result of 
specialisation and the employment of experts by modern business 
houses. Another result of the employment of specialists in 
business is that the old system of loyalty to institutions is break¬ 
ing down. Formerly an employee was proud of working for one 
company till the day of his retirement. Today if an expert public 



& Business Communication 

relations man or engineer works for long years in one company 
only he is considered unenterprising. Loyalty to the profession 
rather than the organisation is the order of the day. Chartered 
Accountants, computer programmers, engineers, even typists and 
salesmen have closer ties with other members of the same pro¬ 
fession (in other companies) than with their colleagues in the 
same organisation who belong to a different field of specialisation. 
In effect, these men and women are Outsiders’ working tempor¬ 
arily within the system of the company. And these professional 
men have negun to form their own associations which cut across 
company lines and have nothing to do with the local trade or 
worker’s union. 

REVIEW QUESTIONS 

1. What is meant by Internal and External Communication? Why is a system 

of Internal Communication necessary ? ' 

2. What is meant by the terms ‘‘Channels of Communication” and “Lines of 
Communication”? Why should managements try to keep the lines of 
communication as short as possible ? 

3. Write detailed notes on: (a) Horizontal Communication, (b) Vertical or 
Two-way Communication, (c) Upward Communication, (d) Downward 
Communication, 

4. How would you explain, “The lines of authority also become the lines of 
communication for information”? 

5. Do you agree with the view that there is need for communication at the 
management level ? 

6 What are the advantages and short comings of Horizontal and Vertical 
communication ? vertical 

7. Write short notes on (a) Open-door policy; (b) Counselling and Consulting 
» < d ' Stance to admit failure; (e) Rmours on Z 

grapevine, (f) Collective decision making; (g) “The cycle of consultation”* 

■ Z,* “ mZ! srsr; %. * * * - 

9. Explain the term “Grapevine”. Why is it called a , , . , 

communication? 7 aHed a kmd of ho ^ontal 

10 . Explain the term “Consensus”. Show how “trust” and “mutual 
are important features of the Consensus and Consultation process! 

a What are the disadvantages of the Consensus and Consultation 

12. Why does an organisation need multiple channels of communication ? n ' x 
S »,e of the contmuoicatio. „ ttw>rks , hat „ De “ l * 

b. You have been consulted by a firm which suffers from on . 

oml it, resultant problems. Wltar s 

recommend to achieve effective communication ? ^ Would you 
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14. You have been appointed supervisor in a factory unit which is notorious 
for its labour problems, Explain how you would set about establishing 
communication with your subordinates with a view to bringing an end to 
the problems. 

15. Describe the collapse of hierarchy in some industrially advanced countries 
today. 

16. What is grapevine communication ? How does it operate in an organization ? 
Give examples of the harm and the good it can do to the management, 

(B.U., B.Com. 1978) 

17. Write short notes on the following. 

(i) Upward communication in modem organizations. 

(B.U.,B.Com. 1978; BA. 1980) 

(ii) Communication for counselling employees. (B.U.B.Com. May 1980) 

(iii) Upward communication in organizations, (B.U.B.Com. May 1980) 

(iv) Downward Communication. (B.U., Dec. 1980; B.A. 1982) 

(v) The grapevine. (B.U.,B.Com. Dec. 80, 82) 

. (vi) Horizontal Communication. (B.U.,B.Com. April 1981) 

(vii) Vertical Communication. (S.Y.B A. April 1981) 

(viii) Consensus. (B.U.S.Y.B.A. May 1982) 




SOME WAYS OF COMMUNICATING 


In this chapter we we shall consider some of the ways and 
devices of communication used in the business world. 

ORAL COMMUNICATION 

When we communicate with the help of the spoken word, 
we call it oral communication. Thus conversations, meetings, 
conferences, interviews, training sessions, speeches, public-address- 
announcements, radio speeches, telephone talk, public speaking, 
are all forms of oral communication. For the businessmen, it is 
very important that he should be able to communicate effectively 
with the spoken words as written communication takes up more 
time. 

The first pre-requisite of effective oral communication is that 
the words should be clearly and properly pronounced . Poor voice 
control and poor pronunciation act as barriers to communication 
and they also distract attention from the message itself. Indian 
languages, being phonetic, do not pose as great a problem as 
English does from the point of view of pronunciation. The student 
who aspires to speak English properly should try to cultivate 
"Received Pronunciation'’ (the pronunciation of educated people 
in the south of England). 

The second requisite of effective oral communication is 
clarity and precision. The person who speaks must have a good 
vocabulary at his disposal and should be able to convey his 
message without any confusion of meaning. 

The third requisite of effective oral communication is 
brevity. The speaker should use only the number of words 
necessary to convey his meaning. Over-communication is one of 
the commonest defects of oral communication and should be 
guarded against. For example, while making a speech it is difficult 
to hold the attention of the audience after half an hour and 
unless the speaker knows how to make his speech brief, he will 
only succeeded in boring his audience. 

A proper ‘tone is the fourth requisite. Not only the words, 
but also the feeling, with which you say them affect the person 
who is listening. If you are a salesman you should not sound 
bored to your customers. If you are dealing with other busi¬ 
nessmen ot customers, it would never do to sound bad-tempered. 
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If you are a supervisor, you should avoid sounding conceited to 
-your subordinates. 

The fifth requisite of effective oral communication is the 
correct pitch. By pitch is meant the way in which your voice 
•moves up and down. To hold the attention of your listeners, the 
pitch must change from time to time or else the speech will 
.become monotonous and boring. 

The sixth and last prerequisite of effective oral communication 
is using the right register. By register we mean using the right 
•style and vocabulary to suit the situation and the listener, People • 
use different registers depending on their social, cultural and 
•educational backgrounds. An effective oral communicator tries to 
adjust his speech according to the requirements of his listeners. 
.According to one expert the oral communicator tunes into the 
listener’s wavelength by subtly, and perhaps unconsciously, 
adjusting his vocabulary, loundness, speed of delivery and accent. 
The good oral communicator is almost multilingual’. 

Francis Begin lists the seven C’s of good oral communication. 
It should be candid , clear, complete, concise , concrete comet and 
courteous. 

Oral Communication has several distinct advantages which 
:are listed below: 

1. Shades of meaning can be conveyed. With the help of tone, 
■pitch and intensity of voice, a speaker can put additional meaning 
into the words or entirely change the sense. For example : "Your 
name is Ramesh” can be made into a statement by dropping the 
•voice on the last two words or into a question by raising the 
■voice on the last two words, In the same way we can convey 
an^er laughter, annoyance and several other feeling by the way 
• we speak the words. All this is not possible in written communi¬ 
cation. 

2. It saves time. Words are understood as soon as they are 
•spoken and you can speak at a fairly brisk space. Written 
communication, on the other hand, takes time to read and more 

time to write. 

3 There is immediate feedback (except when the voice is 
tape-recorded and played later). As the words are received as 
soon as they are spoken the receiver of the message can immedi¬ 
ately give his reactions and response. This is true even when an 
[instrument of oral communication like the telephone is use . 
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4. The speaker can be persuasive and carry conviction. Judg¬ 
ing by the replies of the opposite person, the communicator can 
shift and change his arguments to make them, carry conviction 
and persuade the listener. 

5. It saves money. As many oral situations are face-to-face 
no gadgets, stationery or machinery is needed to convey the 
message. Also if we accept the notion that in the business world 
time is money then clearly oral communication will save money 
by saving time. 

6. There is less formality. When oral communication is used 
it also conveys the feelings of the speaker and hence it is possible 
to build friendlier relations within the company and with the 
outside public by using it. 

1 , It makes communication of confidential and secret infor- 
mation possible. There are many things that cannot be put down 
in writing and for such delicate and confidential matters oral 
communication is best. 

8. It can be used to communicate with groups, as at public 
meetings, assemblies, gatherings, etc. 

The following are the disavantages or limitations of Oral 
Communication: 

1. It can be misunderstood or misinterpreted more easily' 
than written communication As it is received as soon as it is 
spoken it is not possible to refer to the message again (except, 
when the message is tape-recorded). 

2. It has little value from a legal point of view as there is 
no permanent record or proof of what has been said. Even tape- 
recordings are not always acceptable in law courts. 

3. Useless for long distance communication unless an instru¬ 
ment like the telephone or radio is used. • 

4. Only a good speaker (see prerequisities of effective oral 
communication given earlier) can communicate effectively, 

5. It is not helpful for lengthy communications of an official 

nature as something vital is likely to be missed out by the 
receiver of the message. y 

. , 6 ‘ Peop,e ca r nnot retain 0ral messages for a long time. Even' 

m the process of receiving the message, only half of it might be 

r “. 3 t,,ln “ ° f * iS liWy A 
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7. When messages are transmitted orally it is not possible- 
to pin-point responsibility. 

In spite of its limitations businessmen rely heavily on oral 
communication and have to use it when (a) confidential or secret 
messages have to be passed on; (b) ideas and opinions have to 
be frankly and freely expressed; (c) quick transmission of messages 
is needed; |(d) personal influence is required. 

WRITTTEN COMMUNICATION 

Written Communication is as important, if not more so, for 
the businessman than Oral Communication. For a detailed note- 
on the need and importance of Written Communicantion see CH,. 
1, Part II of this book. 

FACE TO FACE COMMUNICATION 

The reason why it is necessary to separate face to face 
(person to person) communication from oral communication is 
that there are occasions when oral communication is not face to 
face (conversation over a phone, radio communication and tape¬ 
recording, etc.) and there are also occasions when persons can be- 
face to face and yet cannot communicate on account of the language 
barrier. In the Introductory chapter we considered the case of a 
Marathi-speaking person who shakes hands with a Tamil-speak¬ 
ing person. This is an example of face to face communication, 
which is not oral. 

Since, in many situations, the face to face and oral comm¬ 
unication processes are the same, the advantages and disadvantages 
of oral communication will also operate in the case of face to: 
face communication. There are, however, a few distinct advantages 
and disadvantages of face to face communication which require- 
special mention. 

Advantages 

(1) Gestures and facial expressions can be used to re-inforce- 
the oral message. 

(2) Feedback can be obtained not only by the ears but also 1 
by using the eyes (i.e. by watching the reactions of the receiver 
of the message). 

(3) The communicators can bring their personalities to bear- 
on the communication process. People with imposing or attractive' 

■ personalities are at their best in face to face communication, 
Disadvantages 

(1) It is difficult, often impossible, to use this type of comm¬ 
unication in a large business house having many far-flung branches 
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;and numerous departments, Distance acts as a barrier. (In some 
advanced countries this disadvantage is overcome by using tele¬ 
vision-phones or closed circuit TV installations so that the 
-communicators can see each other on a screen as they talk). 

(2) Much of the effectiveness of the personal touch in face 
'to face communication is lost while addresing large audiences. 

Communication By Touch is a variant of face to face com¬ 
munication for people cannot touch each other unless they are in 
close proximity. A touch can also convey a message—a friendly pat, 
a suggestive nudge, an annoyed brusing aside, an attention-getting 
tap on the shoulder, In the Priyo Workshop the foreman is 
reprimanding the new factory hand for not doing his work pro¬ 
perly. While leaving the room lie gives him a friendly pat or two 
■on the back and immediately the whole communication process 
is given an different turn and direction for the young man does 
not feel as bad as he would have if he had only received the 
scolding. 

NON-VERBAL COMMUNICATION 

Many people wrongly believe that human beings only com¬ 
municate with the help of words (verbal communication), In fact 
the way we move our bodies, changethe expressions an our faces, 
gesture and even the way in which we pose, give definite mes¬ 
sages to other people. As these messages are not put'into words 
we can call them uncoded or non-verbal messages. Let us consi¬ 
der some of the more familiar types of non-verbal communication. 

Facial Expressions. The emotions and feelings of a person 
■are usually indicated by his face. A smile means friendliness and 
pleasure, a frown means anger and annoyance, raised eyebrows 
show surprise, a creased forehead indicates worry. In much the 
same; way our faces show whether we are glad or sad. Like all 
uncoded communication, facial expressions have to be perceived 
in the proper light by the receiver of the message. If one day, 
the manager walks into the office making a grimace, most of the 
clerks will think, ‘We must watch out today, the old boy is in a 
bad mood’, His wife, if she sees the grimace, might know that 
it is caused by his painful in-growing toe-nail. From this it is 
clear that non-verbal communication is more likely to be mis¬ 
understood than verbal communication. 

One of the finest examples of how facial expressions can com¬ 
municate messages is the manner of communicating a ‘warning of 
•danger’. If a car is about to run in to you, the'man in front of 
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you has no time to shout a warning, but his face will wear such 
-an expression of alarm and fear that there will be no need for 
words, Yet another illustration, of communication through facial 
expression would be the performance of a comedian. Top class 
comedians tell their jokes with such a ‘dead-pan’ expression that 
the expression evokes more laughter than the words themselves. 

In Asian countries like India the eyes have a special role to 
•play in conveying messages. Averted eyes, downcast looks, glaring 
eyes are the favourite stock-in-trade of Indian actors and actre¬ 
sses and more significant is the part played by the eyes in dance 
forms like the Bharat Natyam and the Kathakali. 

Gestures. A gesture is a movement of the head or hand to 
indicate an idea or a feeling. We use gestures all the time, often 
to illustrate or emphasise what we are saying and sometimes we 
use gestures only (without any accompanying words). The gestu¬ 
res we use in daily life are too many to be listed in detail, a 
■few of the commonly used ones are: (i) wave of the hand—greet¬ 
ing or good-bye signal; (ii) upraised hand—request fox patience; 

. (iii) wagging the index finger-admonition; (iv) horizontal waving 
of the hand—refusal; (v) tracing a circle with the index finger 
near the forehead—madness; (vi) clenched first gesture—anger; 
(vi) miming gestures—slapping, eating, writing, etc. Gestures being 
non-verbal it is important that they should be perceived in the, 
proper light. Usually a sideways movement of the head is sup¬ 
posed to indicate ‘no’, but in some parts of south India a side¬ 
ways movement of the head does indicate ‘yes! While gestures 
usually supplement verbal communication, they really become 
important when two people who. do not know a common langu¬ 
age try to communicate with each other. 

Body Language. Strictly speaking gestures are a part of ‘body 
language’ for our heads and our hands are part of our bodies. 
But we do use our body itself to convey messages and this is 
done separately of the movements of the head and hands. Thus 

■ we ‘turn a cold shoulder’ to someone or‘turn our back’to some¬ 
one, both indicate unfriendless. We also ‘shrug our shoulders to 
■show surprise or puzzlement. 

Posture is an importaot element in body language as it often 

■ gives a key to the personality of the person and tells us a great 
deal about him ot her. From the posture or the way a person 
holds himself we can known whether he is confident, diffident, 

■ old, young, weak, strong or unhealthy. An erect posture: usual 
•indicates physical fitness and some people even have a m.litaty 
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bearing’. A slouching posture means laziness; rounded shoulders 
an ou t trust neck indicate a scholar, a swaggering or hands- 

m-the pocket posture could indicate over-confidence or an ill- 
bred person, 

The study of body-language could be extended to physiog¬ 
nomy i.e„ character analysis from a study of the face, shape of 
the Bead and other features, and to palmistry, i.e. the study of a 
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the phrase, ‘Silence means assent”, in daily life and in legal prac¬ 
tice. If we remain silent when things happen with which we do not 
agree, or if we do not criticise when we should, we are, never¬ 
theless, communicating, Silence could also convey lack of interest 
or concern, apathy; or indifference. Silence is indeed, sometimes, 
more eloquent than words. * 

Daily life furnishes us with countless examples of communi- 
cation by silence. The student keeps, silent for a few moments 
before answering a question-he is thinking. Two strangers 
remain silent after a few moments of conversation—they do not 
have much in common, A V.I.P. enters the room and people 
become silent—they respect his presence. A person in the train 
egin& talking to you and you look out of the window in 
silence—y OU do not wish to get friendly. A joke at a party is 
.greeted with silence-people disapprove of the joke or the speaker. 
REVIEW QUESTIONS 

3. Explain the terms (a) Oral Communication, and (b) Written Communication. 
What are the advantages and disadvantages-of using them in business ? 

2, What is the difference between Oral Communication and Face to Face 
Communication ? 

3. Why does Oral Communication often result in Overcommunication ? How 
can this problem be overcome ? 

■4. Write short notes on: 

(a) Communication by Touch 

(b) Communication by Implication 

(c) Communication by facial expressions. > 

5, Write a. detailed note on non-verbal forms of communication like facial 
expressions, gestures, signs and silence. 

6, Write short notes on the following: 

(1) Oral Communication (B.U, F.Y.B.Com, Dec. 1980) 

(2) Non-verbal communication forms (B.U. F.Y.B.Com. May 1980, 1982) 

(3) Silence as communication medium, (B.U. F.Y.B.Com. May 1980) 

(4) Gestures and facial expressions in oral communication. (B.U, F.Y.B.Com 

April 1981) ~ .. ‘ 

(5) Face to Face Communication. (B.U. F.Y.B.Com. April 1982) 
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In this chapter we will study the use of some of the comm¬ 
only used instruments of communication in the business world. 
In many respects this chapter is an extension of the last one for 
the instruments merely extend and facilitate the basic forms of 
communication like oral and written, Thus the telephone is merely 
an extension of oral communication while the telegram is another 
form of written, communication. Instruments by themselves cannot 
communicate, behind the instrument is always the human sender 
and receiver of the message. 

COMMUNICATING THROUGH OR BY TELEPHONES 

The telephone is a means of oral communication. The tele- 
hone technique is now used to send messages in writing (tele¬ 
typewriter) pictures, (telephotography), graphs and copies of docu¬ 
ments; but basically the telephone remains an instrument to 
reproduce speech at a distance through the medium of electric 
waves. The first instrument made by Alexander Bell in 1876 was 
very crude, but owing to constant improvements, conversation 
today over a telephone has become practically effortless. 
Moreover, we can send telephone messages over great distances 
and even across oceans with the help of submarine cables. Radio, 
which was originally used for telegraphy, is now used for telephone 
transmissions, so that messages are sent by radio waves, without 
distortion over continents. 

The telephone apparatus itself has become very sophisticated. 
Combinations of push-button, turn-button or lever type keys 
installed on a desk can be arranged to perform a variety of 
functions, particularly when two or more lines are involved. Thus a 
telephone may be connected to any one of several lines and a call 
may be held on one line while conversation proceeds on another 
line. 

The Information Theory; The telephone has become such an 
important means of communication in business that Messrs. Claude 
Shannon, Norbeit Weiner and a few 7 others, have made intensive 
research in the subject and have formulated an Information Theory 
According to this theory the information sent over communica¬ 
tion systems, like the telephone and the radio, can be measured. 
This means that loss of information owing to disturbances, noise. 
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faulty reception, etc. can also be measured. This mathematical 
theory makes it possible to find out the relative merits of different 
transmission syetems, like the telephone and radio for different: 
types of long and short distance, modulated or unmodulated 
messages. The conclusions help a businessman to choose the best 
means of transmitting his message without distortion. 

Advantages of Telephoning ; (1) It save time. (This is not,, 
however, always the case as sometimes much time is lost if the 
other line is engaged or if ‘wrong numbers’ are contacted). (2)' 
Information can be obtained without leaving the seat. (3) Immediate 
‘feedback’ is obtained. (4) It provides immediate proof that the 
message has been received (in the case of a letter, the sender of 
the letter has to wait for several days to obtain a reply). (5) It 
is possible to correct mistakes at once as the communication is- 
in the form of a conversation. (6) In some cases the telephone is 
better than a persona^ visit for it prevents the ‘status barrier* from, 
operating. It acts as an “equaliser”. (7) Telephone companies 
provide several facilities to their subscribers which can be of 
great help to a businessman. Some of these facilities are: trunk 
call service, night time standard service, on demand trunk call 
service, lightning call service, particular person call service, priority 
call service, call pending service, time-telling service, inter-com,. 
and extension of telephone instrument service. 

Disadvantages of Telephoning : (1) It does not provide a 
permanent record for legal purposes. (2) It can proveto be both 
time consuming and expensive when wrong numbers are contacted.. 
(3) Facial expressions and voice modulations cannot be communi¬ 
cated as in the case of face-to-face communication. (4) The 
receiver of a telephone message has only one chance to receive 
and study the message. He cannot go over it at leisure as he can 
do in the case of a letter. In the same way, the person who sends-, 
the message has no opportunity or chance to ,study or revise what 
he is saying. (5) The timing of a telephone call could be bad; it 
might catch the receiver when he is busy or in a bad mood. In 
face-to face communication, the communicant can pick a conve¬ 
nient time after studying the expression of the person opposite 
him : this is not possible in the case of a telephone .communica¬ 
tion. (6) It can be misused for making anonymous calls, making, 
long-distance calls by unauthorised persons, or might just be a 
nuisance when wrong numbers are called and received. 

How to use the Telephone : While speaking over the tele¬ 
phone, the mouth-piece should he held about an inch away from 
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the lips. The words should be distinctly and clearly pronounced. 
Avoid shouting if the reception is poor—apart from being bad 
manners, it will only make the reception worse. In cases of poor 
reception, men should try to pitch their voices higher and women 
could lower theirs, Allow time for the listener to reply or ask 
questions. 

Before making a call, prepare yourself mentally for what you 
are going to say (you may even note down a few points on a 
writing pad). Do not ramble in your talk. Be clear minded. Begin 
the conversation with a few friendly remarks (take care not to be 
irrelevant) and maintain a polite and friendly tone throughout. 
Avoid too much modulation in your voice and also avoid giving 
too many sub-tones (sarcasm) to your conversation, as these do 
not carry over the telephone. 

When the telephone rings, pick it up immediately and anno, 
unce who you are (the name of the company and the department) 
in a firm voice and cheerful, friendly tone. You could also greet 
the speaker with a cordial, ‘Good Morning’ or ‘Good Day'. Do 
not just say,‘Yes’ or ‘Hello’; as this sounds curt and impolite. 
While receiving the message, listen attentively and make a few 
notes on a pad, which should always be kept ready for use next 
to the instrument. If you have promised to ‘ring up later,’ see to 
it that you keep your promise. 

Always bear in mind that though the telephone is merely an 
instrument, there is another human being at the other end. 

THE TELETYPEWRITER, THE TELEPRINTER AND TELEX 

Though a very cude model of a teletypewriter was put into 
operation as early as 1849, it is only in recent years: that the 
•teletypewriter has begun to be used on a large, scale is business 
communication. The teletypewriter is a machine on which messages 
■can be typed at a seed upto about 6? words per minute and the 
same message is reproduced over a distance on a similar machine 
With'the help of an electrical circuit. The message at the receiving 
end is typed by the machine automatically. The teletypewriter is 

also known as the teleprinter. Messages for transmission over the 

typewriter or printer are typed in page form on a continuous 
mil of paper and are instantly reproduced in the same form on 
the machine «t the other end. The machine has been described 
as one for ‘talking over wires” as it combines the speed of the 
telephone with the authority of the written word. These machines 

are widely used by the postal deparments and are also used by 
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private firms which install their own machines and operate them 
•on direct circuits rented from the postal department. 



THE TELEPRINTER 


The dialling device is on the right. This automatically connects the caller 
and receiving subscriber, with intervention of an exchange operator. 

Telex is the name given to the teleprinter service run by the 
•postal department. For an annual fee, a subscriber is provided 
■with a teleprinter and a direct line to one of the many automatic 
telex exchanges in the country. 

The Telex Services provide automatic communication, through 
the printed word, between subscribers in cities and towns provided 
with telex exchanges. The Indian Telex Service has arrangements 
Tor subscribers to establish their own connections to required 
parties by dialling a station code, followed by the telex number 
<of the party called. Thus/Bombay has a telex code number-011, 
while those of Calcutta and Madras are 021 and 041. The first 
telex service was made available to subscribers in Bombay and 
Ahmedabad in, 1953. Today, nearly 148 important towns and cities 
In India are covered by the Telex scheme. International telex facili¬ 
ties are also available and fully automatic subscriber dialled service 
fis now available to 82 countries, The user of the Telex should, 
however, remember that the charge for telex starts as soon as the 
number is connected. To save on this, some companies make it a 
-practice to tape thp message in advance and the tape is played 
; as soon as the nufnber is connected. 

Teleprinters and teletypewriters are sometimes purchased and 
•installed by large companies for the purpose of internal communis 
5/B.C. 
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cation. These are necessary to transmit messages quickly and without 
mistake and are, in this respect, an improvement on the telephone. 

Advantages of the Telex Service s (i) Written communication, 
can be sent by one subscriber to another by direct dialling, (ii) 
In case the receiver of the message is not available at the time of 
transmission, the message will be left on the teleprinter machine- 
and he can reply to it later, (iii) The service can be used for 
booking inland and overseas telegrams by contacting the Central 
Telegraph Office, (iv) The teleprinter has the advantage of both letter- 
writing and telephoning, (v) It is a quicker means of communi¬ 
cation than the telegram and cheaper than the trunk call service^ 

Disadvantages of the Telex : (i) The message may get dis¬ 
torted; (ii) lines are out of order frequently; (iii) connections 
are not easily available when required, and (iv) International telex, 
messages may reach a foreign country at night, when no one is 
present in the office to receive them. 

Automatic Telex Transmission : So far we have described the- 
teletypewriter or printer which transmits messages in the form of 
full words. To save time there are equipments that send messages- 
automaticaliy at high speed. The machine is similar to the one- 
described earlier but instead of a roll of paper, a perforated tape- 
is used. The message is prepared before and is typed on a machine 
which punches holes into the tape according to a special code. 
The code used is the standard teleprinter code which is decoded' 
at the other end by another machine. The chief advantage of using: 
the automatic telex device with a tape is that it saves time for it 
transmits messages on perforated tape at a continuous speed of 
400 characters (code symbols) per minute. 

COMMUNICATING BY TELEGRAMS 

The telegraph came into use earlier then the telephone as a- 
means of communicating. S.F. -Morse invented this system of ele¬ 
ctric signalling, which has come into general use over;: most of 
the world. Signals are sent by making and breaking the current : 
in an electrical circuit, so that the signal consists of short and long; 
clicks which can be clearly heard. The first permanently success¬ 
ful telegraphic cable, crossing the Atlantic Ocean, was laid in. 
1866. J. B. Stearns introduced the method of sending two messa¬ 
ges over the same wire in 1872. Thomas Edison- invented a 
method of sending four messages over the same wire at the same 
time, in 1874. Messages sent over the telegraph-, are known as. 
telegrams . 
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The chief advantage of communicating by telegrams is that a 
message can be sent quickly to any part of the country aud even 
overseas. As telegrams are expensive (every word is charged for), 
they should be very carefully worded. How telegrams should be 
composed, with special emphasis on brevity and clarity, has 
been dealt with in a later chapter of this book, as it is a part of 
written communication. The chief disadvantage of the telegram is 
that, sometimes, messages get changed or distorted in transmission. 

The Post and Telegraphs Department advises people to (a) give 
an adequate address in all telegrams to ensure prompt delivery; 
(b) use block letters for writing telegrams, and (c) write figure 
groups-in words as far as possible. ‘ In addition the Department 
publishes a list of Standard Phrases for Greeting Telegrams. These 
telegrams can; be sent at concessional rates. The person wishing 
to send such a telegram, has to write the words ‘Greeting Tele¬ 
gram’ on the form and give, as the text, the approprite number. 
Thus, No. 1 is “Heartiest Diwali Greeting”, No. 2 is “Idmubark”, 
No. 3 is “Heartiest Bijoya Greetings”, and soon,till No, 27 : 
‘‘Heartiest Gurparb Greetings”. The Department has also provision 
for sending money by Telegraphic Money Order and telephonic 
messages by its Phonogram service. Telegrams can be sent by 
Ordinary service, Express service, or in the form of Night Tele¬ 
graph Letters. Business houses, which receive large numbers of 
telegrams or cables, have/a telegraphic address which is registered 
and published by the Post Office for an annual fee, 

DICTATING MACHINES 

Many executives find it time-consuming and inconvenient to 
dictate letters to stenographers. They prefer to use dictating machi¬ 
nes. The older type of dictating machine is the Dictaphone. It 
works on the same principle as the gramophone and the spoken 
word is recorded on a wax cylinder which can be shaved and re¬ 
used. Today the old fashioned dictaphone is being increasingly 
replaced by special speed-regulated tape-recorders with ear¬ 
phones. The executive records his voice on the tape which can 
be replayed by the typist at a convenient speed. The typist does 
not disturb the other workers in the office as she uses earphones. 

The advantages of using dictating machines are many : 

(1) The services of a stenographer can be dispensed with. 

(2) The dictator and the typist do not have to be present at 
the same time. The executive can dicate his correspondence after 
office hours. 
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(3) The machine is portable and the executive can carry it 
home to catch up with his work. 

(4) In case of doubt the typist can re-play the portion/that 
she has missed or not understood, 

The disadvantage of using a dictating machine is that in case 
the executive has not dictated his message clearly and distinctly 
the typist cannot proceed with her work until the matter has been 
cleared up. 

COMMUNICATING BY POSTERS AND SIGNS (Visual Co¬ 
mmunication) 

Educationists and journalists are familar with the idea that 
pictures speak louder than words. This is why good school teachers 
use as much chalk as talk, and newspapers insert pictures or 
photographs to highlight an event. Businessmen, too, have begun 
to appreciate the advantages of visual communication and have 
started using filmstrips, slides, photographic displays, realistic dra¬ 
wings, cartoons, diagrams, graphs, maps and colour posters for 
internal and external communication. Visual communication is 
quick and time-saving. The receiver of the message usually has 
no difficulty in grasping the meaning of the person who is sending 
the message. Most companies, which do not have a literate or 
educated staff, make use of posters to convey messages. The 
posters are displayed in prominent places and show how to ope¬ 
rate machines with safety, save the cost of production, working 
procedures, and can also be used to generally educate the workers 
on the advantages of saving or the evils of drinking, etc. Every¬ 
one is familiar with the picture of a skull and cross bones, signi¬ 
fying danger and the picture of a cigarette with a cross over it 
to indicate “no smoking”. Both these are examples of visual com¬ 
munication. 

Communication by visual aids may take the form of pictures 
alone or there may be pictures with a few words added to them 
(legend), In both cases, the basic objective will be to attract atten¬ 
tion and transmit a message. While choosing the picture or illu¬ 
stration, the artist should take care to see that the picture depicts 
what is familiar to the recipient. By using this method, even baffling 
of difficult subjects can be made easy to understand. For example, 
a bank, while making an educational film for children, can 
explain how deposits earn interest by showing money increasing 
in a child’s “piggy bank”. 

Since posters, projector screens, charts and boards are usually 
flat and reactangular in shape, the composition or layout of the 
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images will play an important part in transmitting the message. 
Mr Langton Gould Marks, in his excellent book on Audio-Visual 
Aids, has formulated the following general principles of layout 
for this kind of communication : 

1. Material starting at the bottom left-hand corner and going 
up diagonally towards the top right-hand corner, suggests 
progress, or development. 

2. Material starting at the top left, and going down towards 
the right, gives an impression of failure. 

3. If the elements are arranged in a circle, they suggest 
continuity. If the key image is in the centre, with other 
symbols arranged round it, the feeling is of a complete 
story. 

4. If the elements are arranged in formal balance, they 
suggest a static state, or that both sides of the argument 
are equal, 

5. If the balance is informal, the effect is dynamic. If one 
side is heavier than the other, then the more important 
ideas can be seen to outweigh less important ones. 

6. Muddled layouts suggest muddled or illogical ideas. 

7* Different lines suggest different notions. Smooth curves 
and straight lines suggest harmony. Jagged and broken 
lines mean conflict, Rugged, irregular edges are disquie¬ 
ting. 

8. The layout should not be cluttered. It should have simple 
drawings, simple bold letters, and should be concise 
and clear, 

m Colour plays a very important part in visual communication. 

Apart from attracting attention, it should be remembered that 
different colours have different effects on people. Blue and green 
are soothing. Neutral colours project a normal rhythm, while red . 
and orange can be very stimulating, In a school in the United 
States, the class-room was painted red and it was found that 
misbehaviour among the pupils had increased. 

Apart from posters the businessman can use the following 
visual aids for communication : (a) photographs, (b) drawings, 

. (c) cartoons, (d) decorative designs, (e) charts and tables, (f) prin¬ 
ting devices, (g) maps. The chief advantage of using them is that 
they can be understood by businessman all over the word. On 
the other hand, they cannot be used for presenting all kinds of 
information. 
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AUDIO-VISUAL COMMUNICATION 

When we use not only light but also sound to convey a 
message, it is called audio-visual communication. Telecasts, films, 
documentaries, video tapes are examples of audio visual commu¬ 
nication. It goes without saying that audio visual communication 
makes a greater impact on the mind than merely visual commu¬ 
nication, for not only do we appeal to the eye but also to the ear, 
The audio part of the message may be in the form of spoken, 
words, music or just sound. It has been found that messages 
sent through the audio-visual medium are not only transmitted 
better and better understood but are also remembered longer. 
Business houses can use audio-visual techniques to educate their 
workers and teach them new methods of production. Apart 
from films and slides, the company could use a closed circuit 
television apparatus. 

In a country like India where less than one-third of the 
population is literate, audio-visual aids to communication beco¬ 
me very important for the businessman. He can use these aids 
to instruct his uneducated workers and also to send out his 
message to the outside public in the form of advertisements, espe¬ 
cially to rural areas. But in order to be effective the pictures, 
slides and films should be imaginatively produced, The media 
should be used to communicate and entertain at the same time. 
Films and slides should, moreover, be. properly timed so that the 
message reaches people when they are relaxed and in the most 
receptive mood. 

Apart from the expense involved in using audio-visual aids, 
the experience of businessmen in the U.K. and the U.S.A, has 
not been all that encouraging. On account of the great differences 
in age groups and educational levels it has been found that 
messages sent by the audio-visual media is often misunderstood. 

SIGNS AND SIGNALS 

Signs and signals become very important methods of commu¬ 
nicating when the communicants do not have a common language. 
Even when the communicants know the same language the use 
of signs, symbols and signals has' been found to be°a speedy way 
of communicating. 

A sign or symbol is non-moving like a picture or a photograph. 
Mathematicians have their sympols X,»<, ~ ,«)• proof¬ 

readers who correct printed copy in the printing press have their 
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own signs (=,/ and motorists are expected to be able 

to read road signs (cJz.S,) which are put up by the traffic police. 

Signals are different from signs and symbols-in the sense that 
they are dynamic and require some movement. Thus a traffic signal , 
flashes green, telling motorists and pedestrians to move on. The 
Hashing of a torch-light by smugglers or the blowing of a whistle 
by a policeman or referee are also examples of signals. Coloured 
bulbs are used in most offices to show that rooms are occupied 
■or that the peon is being summoned by the officer. Pilots and 
military men too, have their own set of signals (thumbs up, 
thumbs down, the V sign, etc.) 

REVIEW QUESTIONS 

1. In how many ways can a businessman communicate ? Write a brief note on 
mechanical devices that can be used to help Communication. 

'2. Explain the term Visual Communication. 

3. Explain for write short notes on) the following: fa) The Information 
Theory; (b) Visual communication; (c) The layout of Visual Communication 
(d) Colour in Visual Communication; (e) Signs; (f) Audio-visual communi¬ 
cation. 

4. Write a detailed (note on the use of the Telephone as a means of oral 
Communication. What are the advantages and disadvantages of communi¬ 
cating witff.telephones ? 

5. Give some Do’s and Dont’s of Telephoning. 

4. ITow can the Telex Service help a businessman in his communication ? 

7. When should a businessman use the Telegraph ? Mention some of the faci¬ 
lities and advantages that the Telegraph Department gives the public. 

8, "A picture is worth a thousand words.” How can a businessman use this 
principle to make his communication more effective ? 

■9. You are the manager of a large organisation that needs an effective com¬ 
munication system internally and externally. Explain how you would set 
about making your system a really effective one, 

50. Mr. Sarpoorji has been using only ‘correspondence’ as a means of communi¬ 
cation to carry on his textile business. Advise him on how lie can improve 
his communication system. 

31. Write short notes on the following : 

v i) Use of posters, signs and signals for communication. (BJJ7B.Com, 1978) 
!ii) Mechanical devices. 

(iii) The telephone as a channel of communication. (B.U.B.Com. April 1981) 
d2, Discuss the importance of the telephone as a means of oral communication 
in modern business, and point out the disadvantages of telephoning. 

(B.U.BCom. 1978) 
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When one considers large business and industrial houses, 
government departments and public transport organisations like 
the railways and the airlines, it is difficult to believe that they 
all suffer from poor communication. Yet this is the case and a 
student of the subject would do well to remember that there is riO' 
such things as perfect or cent per cent communication. In this 
chapter, we shall study some of the difficulties or problems of 
communication and, in the next, we shall consider some possible 
remedies, 

THE LANGUAGE BARRIER 

| Taken at its simplest level/ the language barrier could arise- 
when persons belonging to two language groups try to communi¬ 
cate without a proper knowledge of each other’s language. Imagine- 
a Bengali-speaking foreman instructing a worker from Kerala on. 
how to operate a complicated machine through a mixture of 
Bengali and ter Hindi, j 

?, Even when two persons know the same language, there could 
be a communication barrier if the message is badly expressed^ 
Common examples of bad expression are s vague and empty words, 
too many words, lack of coherence and logic, clumsy sentence- 
structures, jargon, needless repetition. Clerks, in an insurance 
company in Bombay, complained about their superior officer who,, 
while suffering from no speech defect, was incapable of completing, 
a sentence and invariably launched into a new sentence half-way- 
through the first. In another office, clerks could not concentrate- 
on the message of their superior as every four or five word®, 
were punctuated by “you see”. 

(Another aspect of the language barrier that requires careful 
attention is that the same word means different things to different 
people. And, it would not be wrong to say that people at a diffe¬ 
rent levels speak a different languagejWhen the businessman uses- 
the word ‘profit’, he thinks of it as a means to develop his busi¬ 
ness further, to buy more machinery, to employ more talent. The* 
same word, to an employee, means a profit made by paying him. 
less salary—a kind of capitalistic exploitation. In the same way, 
words, like ‘capital’, ‘labour’, 'bonus’, ‘efficient’, ‘unfair’, ‘black 

loaded ’ <Sacr ^ ce '' an< ^ a ^ ost: 0 ^ iers » have become emotionally- 
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A common mistake, that people make about language is to- 
believe that words have only one meaning, or can be used in. 
oply one way; Experts have found that 500 of the commonly used: 
words in English have about 14,000 different meanings in the 
dictionary For example, the dictionary gives 14 meanings for the 
word “fast”, and the worcl “fall” can be used in 20 different, 
senses. 

Case Example (language barrier) 

The workers of the Spiral Construction Co. were on indefi¬ 
nite strike. The smart PRO decided to put up a poster which 
read, ‘We Sacrifice To Build The Nation’. Far from pleasing the 
workers, the mood of the strikers took a turn for the worse and 
the union leader made an .angry speech in which he referred to - 
the fine bungalows that the directors had built for themselves at 
the cost of the workers. “Built what 1” and “Who sactified l 
he asked. 

BY-PASSED INSTRUCTIONS 

' Often instructions given by executives are not followed by 
their subordinates because both the executive and the subordinate 
' attribute different meanings to the same word. By-passed Instruc¬ 
tions is therefore a form of the language barrier. The instructions 
are by-passed by the subordinate and something else is done and- 
this happens simply because words do not have just one mean¬ 
ing but more than one meaning. 500 of the most commonly used, 
words in the English language have 14,000 dictionary meanings.. 
Sir Winston Churchill in his book ‘The Second World War’ gives, 
us a classic example of differently understood connotations of a 
word producing confusion. When the American and British Chiefs 
of Staff met, the British brought in a memo and proposed that 
they should ‘table it’ by which they meant it should be discussed 
right away. The Americans protested that the matter was too- 
important to be tabled (by which they, meant ‘shelved) and the 
argument grew quite heated till the members realised that they 
all wanted the same thing. Messrs Murphy and Peck give us- 
another example of Bypassed Instructions: 

Case Example (By-passed Instructions) 

An Office Manager gave his new clerk a letter with the in¬ 
struction, “Take it to our stockroom and burn it”. In the Office 
Manager’s mind the word ‘burn’ meant to make a copy on a 
company machine which operated by a heat process. As the letter 
was extremely important, she wanted an extra copy. However, the 
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puzzled new employee, afraid to ask questions, burned the letter 
with a lighted match and thus destroyed the only existing copy ! 

THE STATUS BARRIER 

l This barrier arises on account of the organisational structure. 
Every organisation has various levels of managerial hierarchy 
which creates a number of status levels, And the very status and 
position of a person in an organisation acts as a barrier to his 
■giving and receiving effective communication^ What Mr Hoslett 
■calls the ‘Status Relationship’, and what Mr Davar more aptly 
describes as the ‘Status Block’, amount to the same thing : the 
free flow of information between persons of superior and subordi- 
mate relationship is restricted or limited by their respective 
■positions, When a superior receives information or suggestions 
from subordinates, he tends to distrust the communicator or mis- 
understands the motive of the communicator, A suggestion from 
the office clerks that they would prefer to work one hour more 
every day rather than work for half a day on Saturday, might be 
■viewed with suspicion by a manager who believes that all clerks 

are lazy and that it is only his ‘iron hand’that keeps things going 
in the office, 

When a subordinate receives a message from his superiors, be 
too looks suspiciously for motives, Thus, if a company starts a 
newspaper , or home journal, employees might regard it as a pro¬ 
paganda stunt by the management. Similar obstacles arise when 
a subordinate communicates with superiors. He tries to ‘protec¬ 
tively screen’ all information that goes upwards and often prefers 
to tell his superior officer what the latter would like to hear 
rather than the truth. Employees are afraid to report the truth, 
as they think that this might bring their own limitations and 
failures to the notice of their superiors and result in a loss of 
job or status for themselves. Job insecurity and the fear of losing 

status in an organisation, are the two main barriers to Upward 
■Communication. 

The status symbols, with which superior officers in an organi¬ 
sation like to surround themselves, act as a ‘physical’ barrier to 
effective Upward Communication in the sense that they intimidate 
and frighten the workers. Air-conditioned cabins, carpets on the 
floors,, several telephones on a glass-topped desk, all give impor¬ 
tance in a status conscious society and come in the way of the 
free flow of Upward Communication. 

The Status Barrier also prevents Downward Communication, 
ieejoni occupying a higher position feel it is below their dignity 
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and status to communicate with persons of inferior rank. A study 
made in an American Government Department in 1953 by J. M. 

.Jackson showed that people preferred to communicate with mem¬ 
bers of their own sub-group or with someone of a higher status. 
Case Example (Status Barrier) 

When salesman Ashok reported to his District Manager that 
people were not buying their tea as rival companies had begun to 
• add aroma to theirs, the District Manager did not like the sugges¬ 
tion. He gave a lecture to Ashok on his poor salesmanship, which 
■ended with “bad carpenters should not blame their tools”, The 
D.M. failed to report Ashok’s suggestion for adding aroma as his 
■district sales were down and he did not want to provoke the head 
office people in Calcutta. When sales began to fall all over the 
■country, some consultants were called in and, fourteen months 
after Ashok’s suggestion, the company decided (on the advice of 
the consultants) to add-aroma to their tea ! 

FAILURE TO UTILISE CHANNELS PROPERLY , 

In an earlier chapter we have-seen that for purposes of effec¬ 
tive communication, an organisation must use several formal and 
informal channels of communication, Failure to utilise all possible 
■channels of communication properly is a barrier to internal 
■communication, Most managers feel that if they receive regular 
reports from their subordinates and if they are faced with a pro¬ 
blem once in a way by their assistants, then there is Upward 
■Communication. This is not so, for, to be effective, communication 
must not be just' Downwards and Upwards but it must be a 
complete cycle , “including reports and explanations down (as well 
as up) and requests, criticisms, and questions.” 

Autocratic managements tend to disregard stories circulating 
■ on the grapevine. This could prove a costly mistake. Not only 
■should the management try to know everything on the grapevine 
'but it should also try to get at the feelings of employees who 
circulate stories and should listen to the emotional content of 
■the messages. 

-Case Examples (choice of channels) 

When General Manager Chopra’s brother visited Bombay, he 
♦fell into conversation with a junior officer of his brother’s company. 

The youngman did not know who Major Chopra was and told 
'him confidentially, “Oh, the company in which I work is okay. 
They don’t bother me if. I attend to my work. But I have no 
future .here, in order to get promotions, you have to apply ‘ muska. 
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Unless you can please the boss, you can’t get anywhere in this 
company.” Major Chopra reported this conversation to his brother, 
If you were in manager Chopra’s place, what would you do ?— 
Sack the young man? promote him? have a confidential talk with 
him? or use the grapevine to counteract the rumour? 
OVEREMPHASISING THE WRITTEN WORD 
i Most conservative managements make this mistake—they rely 
heavily on the written word and are suspicious of other means 
of communication. Even when face to face communication is. 
possible, they prefer to write their messages. This is found most 
often in government offices in which countless “memos” are. 
passed from desk to desk. A 

Case Example (Overemphasising the written word) 

The Tazitlc Mill in Bombay put up notices every day for the 
workers on the notice board. The notices were in English (which 
most of the workers could not read), and drafted in legal style, 
It was found that the workers were totally ignorant of the rules 
and rates of over-time, the pension scheme, medical benefits, etc. 
which were put up from time to time by the management. They 
learnt of these things from their union leaders who did not fail 
to give a 'certain twist’ to the information. TheUpdesh Mills in 
Thane, on tne other hand, announced information about overtime, 
bonus, etc., in the form of illustrated posters with brief legends 
in Marathi. Not surprisingly, labour problems were less in the 
Updesh Mills. ' 

PHYSICAL BARRIERS 

The three physical barriers that are commonly encountered 
in the communication process are: (a) Noise; (b) Time and Dis¬ 
tance; (c) Faulty instruments. 

(a) Noise or disturbance act as a barrier to communication. 
We have all experienced this when we have tried to carry on a-, 
conversation in a normal tone and voice in a moving train or 
bus, In the business world noise usually comes from working 
machines and clattering typewriters. When lines get crossed on 
the telephone we again have noise in the form of an interrupting 
conversation. In radio communication we come across static or 
atmospheric disturbance. 

(b) Time acts as a barrier when the two communicators can¬ 
not adjust their time of communication. This would happen when 
the two communicators work in different shifts or when a bush 
nessman wants to talk to a colleague in London whose office is 
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closed on account of the different time schedules in the two 
■countries. Distance too is a barrier as when oral communication 
•of the face to face type has to be carried on between two persons 
seated far away from each other, With the use of modern elect¬ 
ronic gadgets like the teleprinter, tape-recorder and telephones 
the modern businessman has greatly overcome the physical barriers 
of time and distance, but the problem still remains an acute one 
in underdeveloped countries. 

(c) When the instruments of communication have a defect in 
them the communication process become difficult or impossible. 
Defective telephones, transmitters, failure of electric power are 
more instances of Faulty Instruments. In this category we must 
also include such human physical defects as a stammer, bad 
hearing and a bad handwriting. (Also see Information Theory, 
Ch. 5). 

Case Example (Noise) 

Sevantibhai, a Bombay businessman, was quite impressed 
when, during his visit to Italy, he found factory hands working 
to the accompaninent of soft music which was piped through 
the public address system. He was quite determined to introduce 
this ‘modern innovation' in his factory in Thane and did so 
immediately on his return from his foreign tour. He however 
•forgot that the machines in his factory were old and noisy. 
Moreover as the factory hands would like only film music it was 
this that was blared through the loud speakers. The results of 
the ‘modern innovation’ were instantaneous—decrease in efficiency 
and fall in production. The foremen and supervisors could hardly, 
talk to the workers, nor could the workers communicate with 
one another. 

FAULTY TRANSMISSION AND POOR RETENTION 

As a message is communicated from one official in the hier¬ 
archy to another, it gets distorted because, to some extent, it has 
•to be translated. Suppose a decision is taken by the board of 
■directors. This decision will be in the form of a legally worded 
‘resolution’. It is not possible to pass the same resolution down 
•to the factory hand. It will have to be put in simple language 
and be accompanied by an interpretation or explanation, so that 
the factory worker can understand the message. Very often, in 
•the process of simplifying and interpreting, the message gets 
.slightly distorted or changed. 
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According to Messrs. Koonts & O’Donnell, “successive 
transmissions of the same message are decreasingly accurate, In 
Oral communication, something in the order of 30 per cent of the 
information is lost in each transmission...Equally serious is poor 
retention of information. When studies show that employees retain, 
but 50 per cent of communicated information..,is it any wonder 
that the enterprise operates under a cloud of ignorance ?” 

Case Example (Poor Retention) 

In a hurry to reach the airport, dashing executive Suresh 
quickly gave off a series of instructions to Miss Debby, his 
secretary. She, with half her mind on her servant problem at- 
home, nodded as each item was told to her but failed to take¬ 
down notes. She remembered everything except that one Mr 
Daruwalla was to he informed about Suresh’s sudden air dash to 
Delhi and the cancellation of a lunch at the Willingdon Chib. 
An angry Daruwalla sent a letter the next day that he had waited 
for a full hour at the Club and that he did not inteni to entrust 
his prestigeous Goodwell Cupboard advertising account to a man 
who could not keep an appointment. 

RESISTANCE TO CHANGE 

The adult human mind usually resists change. When a 
message is received containing a new idea , the person receiving 
the message unconsciously becomes inattentive . Mr. Hairaan 
expresses the psychological aspect of this communication, problem 
very aptly : “The listener’s receiving apparatus works like a filter, 
rejecting new ideas if they conflict with what he believes. He 
will only receive that which confirms his present beliefs, and he 
will tend to ignore anything that conflicts; sometimes this filter 
works so efficiently that he does not hear at all”. 

Another reason why a listener can be inattentive is that after 
having received part of the message, his mind is busy framing a 
reply and cannot pay attention to the rest of the message. If an 
office head cleric summons a filing clerk to his cabin and begins 
by saying that he should cut his hair as it is too long, the young 
man may be furiously thinking of a proper reply and may not 
pay attention to the instructions for filing that are being given by 
the head clerk. 

Case Example (Resistance to Change) 

Dharamdas was never known to have made a mistake in his 
accounts and was well known for his clear head for mathematical 
work. His manager was, therefore, puzzled when he was told 
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that Dharamdas just could not work with the new calculating- 
machine with which he was now required to work, The reason, 
why Dharamdas could not handle the machine was that mentally 
he resented the change and did not like the idea of calculating, 
with its help. 

UNCLARIFIED ASSUMPTIONS 

Making assumptions is a common practice with most of us. 
Whenever we make statements like “This is good”, “He is active”,, 
“She is untidy” we take it for granted that this is an unchanging: 
fact and exists like a stone or a rock. The way to break this 
barrier is to clarify that our statement is based on our own- 
personal experience and that “She is untidy” according to what 
we have seen but that she could be found to be “tidy” on other- 
occasions. 

Sometimes a superior gives instructions or orders to subord¬ 
inates which carry with them an understanding that the subord¬ 
inate has the freedom to take minor decisions in order to carry 
out the order. An aggressive subordinate will no doubt jump at 
the opportunity, but more cautious subordinates are likely to be¬ 
puzzled and will delay action as long as possible. 

Case Example (Unclarified Assumption) 

Baburao, the Poona branch manager, received a telegram from 
the Calcutta head office which read “G, M. arriving 5 p. m. flight 
stop keep everything ready.” Baburao completely lost his nerve. 
Did “keep everything ready” mean that he should also arrange 
to meet the G. M. at the airport and reserve his hotel accomoda¬ 
tion 1 And if the G, M. had made his own arrangements, who 
would foot the bill for the ten mile taxi drive to the airport 
and back and what about the hotel reservation changes ? It was 
also said that the G. M. liked a bottle of Scotch at night. Should 
he buy a few and charge them to the company account ? So 
worried was Baburao that he had a minor nervous breakdown 
and when the G. M. arrived he found no arrangements made and.. 

the branch office in a mess. 

WRONG CHOICE OF MEDIUM 

Communication, as we have seen, can be oral, written, visual,, 
etc. Sometimes if you use the wrong medium for communicating 
your message you will find that it acts as a barrier, Some infor¬ 
mation can be sent better with the help of a telephone than a. 
letter. Some messages are more effective if written than spoken. 
The businessman must therefore apply his mind to the question 
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• of selecting the medium that will be the best for conveying his 
•message. Even in written communication there is usually a choice 
before the communicant for effective presentation of his message. 
A supervisor who wants to give a report to his manager on the 
mo'nthly figures of sales and purchases in his department for the 
last three years will find it easier to do so in tabular form than 
in essay or report form. 

■Case Example 

Manager Prabhu Das believed that managers can only com¬ 
municate with their clerks by using a “Memo” paper. The clerks 
were used to receiving “memos” for coming late, for not doing 
■their work properly, for taking leave without permission. Infor¬ 
mation given by Prabhu Das on Memo paper was never properly 
■received by the clerks because of the unpleasant association that 
■a “memo” had in their minds. Typist Gonsalves was not at all 
'happy to receive a “memo” of congratulations from Prabhu Das 
when his first son was born. 

OTHER PSYCHOLOGICAL BARRIERS 

Except for the purely physical barriers like noise and faulty 
instruments, all barriers to communication are erected in the mind 
and in this sense all are psychological in nature. Thus the Status 
Barrier and Language Barrier are also psychological barriers. In 
'this section we will briefly cover some of the other barriers 
which affect on-the-spot communication in business. 

Different Preceptions : People see things and react to situations 
according to their previous experience. In Chapter 1 we mentioned 
how the word “school-master” will bring back pleasant memories 
to a person whose school days were happy and unhappy memo¬ 
ries to a person whose school days were unhappy. Suppose a 
■foreman in a factory sees his workers laughing and singing at 
their work) he reacts to the situation according to his own nature 
and background. If he is confident and happy in his own job 
’fie will think that the workers are contented and will encourage 
them. If he is bitter, dissatisfied and insecure he will think that 
the workers are a lazy lot and are showing disrespect to him by 
•laughing in his presence. This goes to show that there is nothing 
like a ‘real or true’ situation and that everyone perceives things 
in the light of his past’ experience or self-image, By self-image 
we mean the picture a person, has of himself. Most college boys 
and girls think of themselves as film heroes or heroines and act 
■.■accordingly, .Old unmarried ladies often have a. self-image of 
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’themselves as young and attractive. Similarly in the business 
•world many persons have a self-image of themselves as being 
efficient, knowledgeable, qualified, skillful and this self-image 
•acts as a barrier to their communication with others. 

Different perceptions lead us to confuse Tacts with inferences 
and this also becomes a barrier to communication. A fact is 
something that is always true (“The sun rises in the east”, “if 
you spend 50 p. in a rupee you have 50 p. left”, “there are leaves 
on this tree”). An inference is a conclusion based on past 
experience or knowledge. If I see the local train coming on 
•platform No. 3 every day at 8.15 a.m, and I tell my friend 
“Tomorrow the local train will come on platform No. 3 at 8.15 
a.m.”, I am making an inference and not stating a fact for on 
■account of delay or rain the train might be late or could come 
■on another platform. 

Allness and the Closed Mind: The attitude of “Allness” and 
the "Closed mind” are related to each other. There are some 
persons who believe that they know “all” or everything about a 
subject and will therefore close their minds to new facts or 
"knowledge. This 'is • one of the greatest barriers to communication 
in life and business. Mr Joshi had been a successful manufacturer 
for twenty years. He used glass containers for. his products. 
"When a salesman visited him to show a new plastic container, 
which was more durable and which cost less, Mr Joshi refused 
to listen to hinV (closed his mind) and mockingly asked the 
salesman if he knew more about his business than he did. To. 
'break this barrier people must learn (a) to be humble and admit 
;to themselves that they have a great deal to learn, (b) to listen 
attentively with an open mind. 

The Halo Effect: The halo effect is based on the trust or 
Mistrust that the listener has of the speaker. If you trust the 
.speaker then everything that he says appears “white” or true. If 
■you distrust the speaker then everything that he says appears 
“black” or untrue, Actually life is not so simple and cannot be 
,painted just black and white; it consists of many “grey” tones 
(the halo effect) which we must try to see and understand. Thus 
a salesman whom you distrust could be selling a product which 
Las some good qualities and you should try to listen to his talk 
.keeping in mind the “grey" tones of the halo effect. 

Tnattentimess is perhaps the barrier we come across most 
.often. School and college professors find it difficult to teach. 
v6/B.C. 
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when the students are inattentive. In the business world too- 
inattentiveness is a great obstacle to effective communication. 
People are inattentive when (a) they are distracted, (b) preoccu¬ 
pied with other ideas and problems, (c) mentally upset or disturbed, 
(d) new ideas are suddenly put before them, (e) mentally and 
physically tired, 

The Effect of Emotions: While considering the Language- 
Barrier we have already referred to the effect of ‘emotionally 
loaded’ words like ‘profit’ and ‘bonus’. We must now mention how 
simple emotions like joy, sorrow, worry, fear, act as a barrier 
to communication. When we are happy, contented and secure 
we ignore rumours or stories about the bad intention of the 
management. On the other hand we refuse to listen to any good 
points about the management when we are angry, frustrated, 
depressed or insecure. This is how emotions prevent us from 
listening to problems, criticism or just information. Excitement 
is another emotion and it acts as a powerful barrier to communi¬ 
cation by making us impatient. Because of impatience we cannot 
read or listen to communication properly and in trying to get 
to the “main point” of the communication we often miss several 1 
other important points. 

Abstracting'. In abstracting, the listener or reader gets into 
the habit of focussing his mind on some topics or details and 
omitting others. In fact, abstracting is a good habit if it enables 
the person to select important aspects and omit inessentials, but 
it becomes a defect and a barrier to communication when the 
person begins to omit essential aspects. It requires mental training, 
alertness and a sense of values to abstract for efficiency. Precis 
writing (dealt with in the last part of this book) will teach the- 
student the art of ‘abstracting’. 

Slanting '. In slanting, the communicator tends to give a slant 
or bias to reality. It is a form of abstracting in the sense that 
the communicator omits some impoprtant aspects of the message 
and it is a form of allness in the sense that an: attempt is made 
to make a part appear like the whole. When a subordinate 
reports to a superior about some work assigned to him he might 
‘slant’ the report in a manner that will show him in a favourable 
light. He will not mention his failings on the job but will certainly 
highlight his achievements. 

REVIEW QUESTIONS 

1. What are the difficulties that a business organisation experiences when it 

tries to communicate internally ? ; 

2. How does language act as a barrier to communication ? 
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3. What is meant by “Status Blocks”? How do they hinder communication ? 

4. Mention some ways in which failure to utilize channels properly can result 
in poor communication, 

5. Why is it bad to overemphasise the written word in Communication ? 

6. Explain the terms Faulty Transmission and Poor Retention and show how 
they affect communication. 

7. Why do we say that the adult human mind resists change ? What effect 
does this have upon the communication process ? . 

8. Write short notes on: (a) Unclarified Assumptions as barriers to communi¬ 
cation; (b) Emotionally loaded words: (c) Organisational structures and 
Status Barriers; (d) Distrust of the Communicator; (e) Status Symbols; (f) 
Cycle of Communication; (g) Inattention, as a Barrier to Communication; 
(h) Causes of Inattention; (i) Different perception; (j) Allness and the closed 
mind; (fc) The Halo Effect; (1) Facts and Inferences; (in) The Effect of 
Emotions on Communication; (n) Wrong choice of medium; (o) Abstracting; 
(p) Slanting 

9. Show how all Barriers to Communication are psychological with special 
reference to any two Barriers. 

10. What is meant by saying that we understand and react to situations in the 
light of our previous experience ? 

11. Why should we try to achieve the “halo effect” and see the grey tones of 
life? 

12. Why do people close their minds to communication ? How can we get rid 
of this barrier ? 

13. Explain with examples how opinions and prejudices in your mind affect 

your communication. (B.U. B.Com. 1978) 

14. Explain with examples, the areas where communication fails, 

(B.U. B.Com. June 1979} 

15. Write short notes on the following; 

{i) Language problems in communications. 

(B.U.BCom. May 1980 and BA. 1981) 

(ii) Emotions as barriers to communication. ’ (B.U. Dec. 1980) 

(iii) Prejudice as a barrier to communication. (B.U. B.Com. April 19S1) 

(iv) Mechanical barriers to communication. (B.U.F.Y.B.Com, April 1932) 

(v) Psychological barriers to communication. (S.Y,B,A, Nov. 1980) 

(vi) Physical barriers to communication. (S.Y.B.A. May 1)82) 
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THE NEED TO LISTEN 


Generally speaking people are either readers or listeners and 
we find that it is usually a waste of time to talk to a reader, He 
only listens after he has read, It is equally a waste of time to 
give a detailed written communication to a listener. He can only 
grasp what it is all about through the spoken word, In the 
business world, however, the successful businessman has got to 
train himself to be both a good listener and a good reader. 
Fortunately, it is not very difficult to train oneself to acquire 
the skill of listening. 

Most of the barriers to effective communication mentioned 
in the last chapter can be overcome if people realise the need to 
listen carefully and attentively. Richard Hubbell, who had under¬ 
taken research on the subject, informs us that 98 per cent of 
what a man learns in his life-time is learnt through his eyes or 
his ears. If this statement is even partially true then our educa¬ 
tional system, with its emphasis on acquiring knowledge through 
reading, is defective. And this defect seems to have been noticed 
for most educational reformers in recent years have begun to lay 
stress on educating with the help of audio-visual aids. 

Since a successful businessman must keep himself not only 
abreast of knowledge in his field but must know all that is going 
on in his organisation it is very, necessary that he should learn 
to be a good listener. Some experts believe that the ability to 
‘listen’ is so important .in business and industry that in the future 
employers will first find out the “listening index” of a recruit 
before deciding to employ him. It is said “one bad listener can 

cause more damage in a complex economy than all the good 
listeners can compensate for,” 

A manager must be a good listener, for it has been estimated 
that he spends, on an average, 25 percent of his working time in 

listening. Yet, it has been found, that managers listen at only 
about 25 per cent efficiency. 

Listening is closely linked with perception for while we use 
the ear for listening it is really in the mind that the message is 
perceived. And it is the mind that decides whether we should 
listen attentively, half-attentively, critically or with concentration. 
It also decides whether the message should be retained or forgotten. 


All said and done, listening is a mental process. For though 
we use our ears to hear the sound of words, it is in the mind 
that the meaning of the words are registered. We are all familiar 
with the situation in which sounds are caught by the ear but the 
mind fails to get the message as it is ‘elsewhere’. When school 
teachers and college professors complain of their “inattentive 
pupils” it is this very process they are referring to. Often the 
student in class will be found to be displaying all the signs of a 
good listener—his eyes will be fixed on the teacher, he will nod 
his head from time to time and even his facial expression will 
show rapt attention but actually his mind will be far away and 
registering nothing of the lecturer’s talk. 

OBSTACLES TO GOOD LISTENING 

Many of the barriers that we studied in the last chapter are 
obstacles, to good listening. In addition we have to consider the 
following: 

Marginal Listening : We listen three times faster than we speak 
and this acts as an obstacle to good listening. The excess time 
is spent by us in judging the quality of what has been said and 
in preparing our reply and sometimes we get so involved in the 
process of judging and preparing our reply that we do not pay 
attention to what the speaker says next, Much the same thing 
happens when we take notes during a lecture. Being engrossed 
in the process of writing we are likely to miss the next argument 
of the lecturer. 

Preconceived Notions : If you decide in advance that a subject 
is too difficult for you to understand or if you believe that it is 
very boring then you will not be able to listen properly, Some¬ 
times your preconceived notions take the form of a distinctfimw 
Just by looking at the speaker’s , face or by listening to his 
voice you decide that he can have nothing significant to say. 
Prejudice and bias are both great obstacles to good listening. 

Listening Intellectually : People who listen intellectually are 
those who are always making ‘mental notes’. They are forever 
making outlines of what the speaker has been saying and as they 
listen so to, say with their eyes shut, they miss many of the finer 
shades of meaning and sentiments that go with the speaker’s 
gestures, facial expressions, intonation and tone. 

Pretended Listening: In this form of non-listening you fool 
the speaker by nodding and grunting from time to time; even 
your eye might remain fixed on that of the speaker, but your 
mind is far away. 

Language Barrier : (See Ch 6) 
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Psychological Barriers: (See Ch 6) 

Projective and Emphatic Listening j* 

By projective listening we mean that the listener projects or 
puts himself into the speaker’s place and tries to understand 
things from his point of view. This does not mean that you 
accept the point of view of the opposite person and give up 
your own opinions, all that it means is that you judge the opinions 
and views of the opposite person sympathetically. As psychologist 
Carl Rogers has explained : ‘'If you really understand another 
person...enter his private world and see the way life appears to 
him.,you run the risk of being changed yourself. You might see. 
his way, you might find yourself influenced in your attitudes or 
your personality”. 

Emphatic listening means that when you listen you should 
pay attention not only to the surface meaning of the words but 
should try to probe .the feelings and emotions of the speaker. 

By listening yvith, so to say, “a third ear”, you may come up 
with the true but hidden meaning of the speaker (in some respects 
this corresponds to what we mean when we speak of “reading 
between the lines”). In emphatic listening the supervisor listens 
sympathetically to his workers without interrupting. This method 
of listening is used in what is called the “non-directional 
interview” to enable management to find out what is going on in 
the mind of the worker. In emphatic listening it helps to enco¬ 
urage the speaker with words like “I see”, “go on” and nodding 
from time to time. 

HOW TO LISTEN EFFECTIVELY 

1. A good listener has to exercise mental discipline over him¬ 
self. Only if you concentrate properly can you be a good listener. 

2. If you are attending a meeting, talk or lecture, see to it 
that you'arrive early so that you can settle yourself physically 
and compose yourself mentally before the speeches start. 

3. Do not allow yourself to be distracted by noises or other 
things like a pretty girl entering the room or the perfume of 
your neighbour. Do not distract the speaker yourself. 

4. Find an area of interest and listen for ideas. 

5. Avoid thinking too much about a point that has just been 
made by the speaker as this will prevent you from paying 
attention to the next. You can take notes and think about the 
matter later. Try to understand first, evaluate later. 

6 . .Keep an open mind. 

7. If you find that an informal talk or discussion has been 
going on for a very long time then do not hesitate to suggest a 
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'break so that the participants may refresh themselves and be able 
to concentrate better after the break. 

8 . Avoid listening to several people at the same time, If 
70 ur telephone rings in the middle of an important conversation 
do not interrupt the conversation but request the telephoning 
: party to ‘ring’ you up later. 

9. Show interest in the person who is talking to you by 
looking at him and by either nodding your head or by short 
•encouraging phrases like “oh, I see”, “is that really so” “Now 
I would never have believed that”, “Really, that must have been 
•some experience”, etc. A friendly and patient attitude helps you 
to get a real insight into the thoughts and feelings of the speaker. 
You could also restate the speaker’s feelings briefly. 

10. Do not contradict' openly with words like “I think you 
are wrong” as this discourages the speaker or forces him to use 
■false insincere arguments. 

11. Listen to the feelings of the speaker and not only to the 
words. 

12. Make sure that there are no emotional barriers on your 
■own side which prevent you from listening attentively. 

Case Example 

Ralph Nichols gives the following story : A large firm near 
-Chicago was having a lot of trouble. A psychologist was consu¬ 
lted and he undertook the task of teaching the firms’ foremen how 
ito listen. They were taught not to argue with the workmen when 
they came with complaints but to appear sympathetic and say 
“Humm, is that so ?” After this coaching the formen returned to 
work. There was an immediate change in the atmosphere and 
•within three months the grievances had disappeared and the com¬ 
pany was making money again. 

'WHAT GOOD LISTENING RESULTS IN 
.(1) It improves communication and makes people receptive to 
the viewpoint of others. 

(2) It leads to positive attitudes, cordial relations and better 
participation. 

(3) Compels people to pay attention to each other. 

(4) Obtains valuable information for the purpose of decision 
making. 

<5) Helps to talk out problems and difficult situations. 
FEEDBACK 

While communicating if the communicant makes provision 
■for ‘feedback’ he comes to know what went wrong with commu- 





flication. and can break down that barrier. (For more information 
on Feedback see Chapter I). In case of communication problems 
try to arrange a face to face meeting so that immediate feedback. 

can be obtained. 

USING DIRECT, SIMPLE AND MEANINGFUL LANGUAGE: 

It simple language is used' (preferably words of one or two- 
syllables) and the illustrations or examples are taken from the; 
work-life oi the recipient then the message is transmitted' with¬ 
out distortion or loss of meaning, 

repetition 

\vhile repetition is undesirable in written communication it 
n very necessary in oral communication as it helps understanding: 

and retention of the message. 

FIRST-HAND COMMUNICATION 

Vihen a message passes through several persons, several 
barriers are created. To avoid these it is best to deal first-hand 
wins the persons concerned. This cannot always be done but 
should be tried once in a way. The manager should step out of 
his cabin and talk sometimes directly to the mill-hand. 

USE DIFFERENT CHANNELS AND DIFFERENT METHODS' 
House-journals, newspapers, weekly get-togethers, seminars, 
suggestion schemes, public-relations department, formal and in- 
formal channels of communication, all help to break down the 
barriers to effective communication. 


KaVicW QUESTIONS 

i. Mention some ways in which the barriers to communication can be broken:' 

U ft. 

’ ! he b r inessman {0 ilstett carefuI 'y and attentively T 

* 01 thi 0bstdes t0 S° od ^ntag and suggest how they can- 

‘ i.Sy! 1 ' ICr,rS: NIar8in31 Lislening; Active Listening and Emphatic 

" ^£7 lB bUSi “ n » train himself to become 

' ! k , f0l ! 0W i ng hdp t0 remoVe barriers to effective communi- 

" ! u • batphauc listening; (b) Projective Listening; (ci Feedback- 
, s ^ M *«fningf«l language; (e) Rcpitition; ( Usmg dhTer 2 
C'urmels and Methods; (g) First-hand communication. 

■ "f T“ ! 2 nd importance of 

«... *' th “ modern b “S'oess world. (B.U.B.Com. n e - msov 

.tie !ne causes of poor iistenioi? i wimt a , .. ' ' 

good listening? * * Wbat *^ u,d onetoke to 

m “ ,C!U ** lisl “ in « ! *»«• it be overcome ? wSvAa! 1982) 


8 ON-THE-JOB COMMUNICATION 



We have already seen that no organisation can exist if there 
is no internal communication and if the workers are surrounded 
by walls of silence. In this chapter we emphasise the need for' 
continuous communication in order to perform a job well and 
the usual difficulties that arise from this on-the-job communica¬ 
tion and how these difficulties can be overcome and efficiency 
improved. 

Every one will agree that a young man who joins a company 
for the first time will have to be given instructions (communica¬ 
tion) to make it possible for him to do his work well (J. I.T.= 
Job Instruction Training); but what is the need, a student may 
ask, to give JIT to a worker who has been in the company for 
several years 1 The answer is that every worker, whether he has 
just joined the company or has been there for several years, 
must be very clear in his mind about what work he has to do,, 
who his immediate superiors are, who will give him instructions 
and orders, how the work is to be done, at what time and place- 
and to whom he is - required to report when the job has been, 
completed. In addition new and old employees must be constantly 
provided with information about the organisation itself. The need 1 ; 
for JIT is great in the case of old employees when they are 
shifted from one department to another or when they are to be 
promoted and given more difficult work to do. 

There are four steps to effective JIT, (1) The worker must 
be prepared. He should be made to realise the need for re¬ 
ceiving JIT. (2) Presenting the operation. The worker should be- 
shown how the job is to be done. Demonstrations help, also 
lectures. (3) The worker is now asked to perform the operation 
by himself, under the supervision of the instructors. Mistakes are- 
patiently corrected. (4) The fourth step is folhw-up, Here the; 
worker is taken back to his job and asked to use bis new train¬ 
ing. His progress should be carefully watched by his supervisors.. 

Difficulties of On-the-job Communication 

1, Incomplete Instructions : The commonest difficulty for an 
employee arises when his superior does not give him complete 
instructions. A manager walks into the office, gives a letter to the- 
typist, says, ‘Type this!” and walks away. Earlier he had already 
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ghen five letters to the typist to type, Is the typist to type the 
last one first or do it after the first five been typed ? A new 
typist might be too nervous to ask. 


2 . Conjiucd Instruction : Confused instructions are given when 
(a) the manager or supervisor is confused in his own mind, or 
(h) when he cannot express or communicate his instructions pro- 
peny, Idim Mr Desai was promoted to the post of Additional 
Assistant Secretary there was great confusion fora short time in 
the Teltox Co. as his order did not mention whether he would 
continue to receive instructions from Mr Patel who had been his 
immediate superior and who was the Assistant Secretary. 

5. Luck of Demonstration • There are some jobs that requite 
to be demonstrated so that the newly appointed worker can carry 
them out. This applies especially to technical jobs and the super- 
vhor must demonstrate or show the new worker how the work 
is to be done. If he just orders “mix the chemicals” or “tighten 
die bolt after putting two washers” the worker may not be"able 
to do the work properly. One demonstration is worth a hundred 
instructions. 


. 4 ‘ Hi S Jl Pimure fiom Supervisors: Sometimes supervisors, in 
trying to get a lot of work done by their subordinates, try to rush 
mens and constantly look in to see how they are doing. Instead 
f taping this type of constant interruption will only distract 
tr.e workers and make them angry, discontented and inefficient. 


, ” • Pmoml Prohle W • The personal problems of an employee 
f ea conie in ***** of hi* work. This is true when the worker 
K upset, worried, or fearful. Prabhu was a welder, He had applied 
K ;„ r tU af * emooa off as his child was sick. Because of pressure 
or work the foreman did not permit him to go. All through the 
•afternoon Prabhu was worried and could not do his work properly. 


(k Poor Bnphya-empkyee Relations : Discontent among the 
workers, union trouble, suspicion of managers, all act as obsta¬ 
cles m the way of on-the-job communication. 

7. Dull and Unpmgreme job : If the work is of a dull nature 
and in addition the worker knows that he is not likely to progress 
or be promoted he will put up mental barriers of his own which 
will come in me way of his receiving proper instructions or doing 
Ins job properly. s 


I. Other dlfialtm : Tie student would do well to note he 
that the seven difficulties mentioned above ate in addition to tl 
earners to communication mentioned in the last chapter. It shoul 
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not be lost sight of that the language barrier, status barrier, failure 
... to use channels properly, faulty transmission, poor retention, 

resistance to : change, unclarified assumptions, and psychological 
barriers are all genuine difficulties in the way of on-the-job 
•communication. 

How to Overcome the Difficulties OR How to Improve On- 
the-Job Efficiency : 

1 . Give clear, complete instructions. 

2. Whenever possible, demonstrate. Remember, one demon¬ 
stration is worth a hundred instructions. 

3. Allow the workers to work in an atmosphere which is free 
from tension. Help them to solve their personal problems so that 
■they do not come in the way of their working efficiency, 

4 . Use the Public Relations Department to remove bad rela¬ 
tions between the management and the workers. It possible 
recognise the worker’s union and try to arrive at a working arra¬ 
ngement with it. 

5. Make the job challenging and wherever possible interes¬ 
ting. In any case the worker should be made to feel that however 
dull his work it will not come in the way of his progress or 
promotions. This will encourage him to do work efficiently. 

6 . Job rotation improves efficiency. If jobs are rotated workers 
■are not only kept interested but they are also given a chance to 
-occupy positions of power and authority. Job rotation has the 
additional advantage of training workers for leadership and for 
■future promotions. 

7. Invite subordinates to ask questions about their jobs and 
also give suggestions as to how the mechanical work can be sim¬ 
plified or bow efficiency can be improved. Reward the persons 
■who make valuable suggestions. Do not hesitate to praise a worker 
■when he deserves praise. Appreciation from management moti¬ 
vates a worker to put in his best effort, 

8 . Coaching by experienced workers or outside experts should 
be given from time to time even to old employees. Coaching 
could take the form of special training programmes, refresher 

j'f courses or on-the-job demonstrations. 

1 9. Merit Rating Programmes are introduced by some compa- 

I; n ies to find out the quality and efficiency of different departments 

; and different workers! If suitable promotions or prizes are given 
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to the persons and departments securing the highest rating the. 
workers will be motivated to put in their best effort, 

REVIEW QUESTIONS 

1. Why is it necessary to have on-the-job communication in an organisation V 

2. Why should old employees be given JIT (Job Instruction Training) ? 

3. What are the difficulties of on-the-job communication ? Are they the same- 
as the normal barriers to communication ? 

4. How can a management overcome the difficulties of on-the-job communica¬ 
tion and improve efficiency ? 

5. Write short notes on the following: 

( i ) Communication for training. (B.U. B.Com, May 1980> 

(ii) On the job communication (B.U. S.Y.B.A. May 1982> 


MEETINGS 

Before we consider the communication problems arising from 
Committees and Conferences it would be in the fitness of things 
to make a few general remarks about Meetings, for both Commi¬ 
ttees and Conferences are types of Meetings. A meeting is a 
coming together of a number of persons at a certain time and 
place for discussion. Thus, there may be political meetings, 
meetings of religious, educational or social groups. In this chapter, 
we are concerned with "organisational meetings,” i.e. meetings, 
of persons for the purpose of exchanging information, making 
decisions, negotiating, co-ordinating processes and seeking advice 
with respect to the activities of a business organisation. 

The chief reason why such meetings are held is that they 
help to pool knowledge and judgement. Analysis of the working 
of a company committee (i.e a meeting) has shown that if a 
committee consists of seven persons then the committee has as 
-much as 150 years of "composite experience”, for each member 
of the committee provides a different point of view and back¬ 
ground. But since the give and take of information is very impor¬ 
tant at a meeting, it is necessary that there should not be too 
many persons present. Social researchers are of the opinion that 
"communication becomes centralized” and "members do not have 
adequate opportunity to communicate directly with each other” 
if the number exceeds seven. 

If the meeting is to arrive at any fruitful conclusions it is 
very necessary that it should be properly 1 chaired , One of the 
reasons why so many meetings are futile and a waste of time is 
that the chairman is chosen on account of his position or seni- 
• ority and not on account of his ability. The chairman, as the 
leader of the assembled group, has a very vital function to per¬ 
form in the sense that he has to guide the discussion and not 
allow it to become confused by side-issues and random talk. The 
chairman must provide drive and purpose so that the members 
'present feel that some progress is being made. He should make 
•remarks such as "We have now settled this point, let us turn to 
-the next item,” or "We have still two more decisions to make”. 

The chairman should be able to recognise all the members 
present and should make it a point to introduce new-comers to 
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those present. His greatest skill lies, however, in his ability to 
deal with the “ Hidden Agenda”, The formal agenda is placed before 
the meeting by the secretary and its items will be discussed at 
the “intellectual level” by the members at the instance of the 
chairman, but what is not placed before the members (and is yet j 

there) is the hidden emotional agenda. By this hidden emotional ; 

agenda is meant the feelings, ambitions, attitudes, beliefs of the / 

members present, These feeling and emotions are never openly 
expressed but they influence the direction the discussion takes. 

The chairman must learn to recognise the hidden agenda present 
and make correct judgements, about when to suppress them and 
when to encourage their open expression. 

Case Example 

In the Replix Co the Managing Director called a meeting of 
senior executives once in every fifteen days. For several months 
he failed to understand why the meetings got bogged down and 
progress was not made. Then he began to listen to the hidden 
agenda and discovered the reason why the meetings were not j 

successful. The new Materials Manager, Mr. 'Neeff, had received 
his training in the U.S,A, and he was greatly disliked by the other « 

managers for the superior airs that he put on. The other mana- ( 

gers made it a point to disagree with whatever Neeff said even if 
his suggestions were for the good of the company. In the following 
meetings the Managing Director made it a point to see that Neeff 
first agreed to the suggestions made by the other managers before 
he put forward his own suggestions. From then on the meetings 
were more cordial and much progress was made. 

COMMITTEES AND COMMUNICATION PROBLEMS 

It is difficult to define a Committee for there are different- 
types of committees and their nature and objectives are varied. 

If, however, we must have a definition then the one given by 

Louis Allen is the most satisfying. He defines a Committee as 

“a body of persons appointed or elected to meet on an organised 

basis for the consideration of matters before it” This definition ] 

brings out, in broad outline, the characteristic features of a com. 

mittee. A committee is more or less a formal body, often with 

a definite structure, It meets to do a specific job, such as making ’ , I' 

plans or budgets, taking policy decisions or only making suggest 

tions and recommendations, 

Though some companies have what are known as ‘Informal ! f 

Committees’ this is only a way of describing them for no com. 

' v -' -•••- - ' ! 
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mittee can b e informal in the sense that anyone from the depart' 
ment can drop in and take part in the discussion. The nature 
and composition of all committees are clearly spelled out by the 
organisation. The membership is fixed and in their discussion, 
they follow definite rules and procedures which are sometimes 
written and sometimes followed by tradition, 

The time for which the committee will meet should be stated 
in the agenda. If a committee meeting is likely to go on for longer 
than 90 minutes, it is best to provide for a short tea-break. 

The different communication problems that arise when 
committees meet are summarised below: 

1. Number of members too large: When a Committee con¬ 
sists of too many persons it is not possible to represent the 
various points of view. As seen in the preceding section the 
optimum number should be seven. 

2 . Poor leadership: The chairman of the committee should 
be able to steer the discussion in such a manner that the objective 
for which the Committee has been called is realised. He should, 
keep to the formal Agenda and should recognise the Agenda. 
Irrelevant matters should be kept out. 

3. Formal procedure not complied with: Sometimes Com¬ 
mittees are a waste of time as the person calling the meeting has 
not given proper notice to the members, the necessary quorum is 
not present or the proper arrangements for holding the meeting: 
are not made. 

4. Overbearing leadership: Just as poor chairmanship results 
in ineffective communication, a very dominating and overbearing 
chairman can exercise dictatorial powers and prevent members 
from presenting or exchanging their views. 

5. Result indecision: Since Committees require time for 
discussion and very often there is disagreement among members 
the result of committee meetings is indecision and a tendency to 
delay taking effective action. In order to effect a compromise 
between differing members, committees come up with diluted 
solutions which do not really help the organisation. 

6 . Excessive discussion on unimportant details. 

7. Members’ discussion wanders from the point. 

8 . Meeting is monoplised by one or two members. 

Apart from the above-mentioned problems which concer / 
communication, committees suffer from the following addlA" 
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disadvantages: (a) they are expensive and time-consuming; (b) 
they split responsibility and help managers and top executives to 
shirk, avoid or delay decision-making; (c) they sometimes enable 
a minority of members of a statutory committee to dominate the 
majority by withholding their votes. 

Case Example (Large Number and Poor Leadership) 

A firm of publishers which wanted to review its past work 
and receive suggestions for future plans called a meeting of authors 
and some book-sellers to a meeting. It was expected'that about 
.seven .would turn up out. of the twenty-eight invited. Since, 
however, the meeting was to be held at the. Taj Hotel arid, it was 
a Sunday about 20 of the invitees turned up. Prof Aghe, the 
oldest author present was invited to take the chair. Prof Aghe 
believed in giving alia fair chance to speak and the meeting 
dragged on from 9 a.m. to 12. a.m. with each bookseller and 
author taking the chance to voice his own problems. By 11.30 
about seven, of the invitees, who did not get a chance to speak, 
left. The meeting ended without reaching any conclusions which 
could be of help to the firm. 

Case Example (Overbearing Leadership) 

An educational institution in Bombay was facing administra¬ 
tive problems. The Management decided to appoint a Committee 
of teachers to help the principal. The Committee was to meet 
once a week. The principal made it a point to take decisions on 
his own without consulting the committee and whenever a com¬ 
mittee member brought this to his notice he would try to shout 
down the teacher or threaten him. The administrative problems 
of the institution soon became worse and the teachers made it 
-a point to attend the meeting only to bait the principal and 
create more problems for him. 

ADVANTAGES 

Using committees has many advantages: 

1. Effective Communication is achieved : When a problem 
is tackled by many heads, a solution is likely to be arrived at 
We have already seen that according to research, a committee of 
seven persons is said to have a composite experience of 150 years. 
There is face to face communication and immediate feedback. * 

2. Expert opinion can be obtained : If a committee consists 
of experts then new light is brought.to bear on a subject For 
■example, a proposal to start a branch factory at Calcutta may be 

placed before an expert committee consisting of a chartered acco- 
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■untant, a lawyer, a labour expert, an architect and an organisation 
'consultant so as to arrive at a proper decision. 

3. Reactions can be obtained : If a committee contains custo¬ 
mers, clients, employees, casual workers and trade union repre¬ 
sentatives the management is in a better position to understand 
how its decisions will be received and will come to know the 
•grievances of these groups. 

4. Improves employer-employee relations: If employees are 
included in management and other organisational committee, they 
'get a sense of participation and this greatly helps to improve 
employer-employee relations. 

5. Co-ordination and decision-making t Periodic meetings of 
■departmental heads can help to achieve co-ordination between 
the different departments. Committee meetings at the level of 
higher management help the taking of proper and effective deci¬ 
sions regarding the working of the whole organisation. 

6. Prevents dictatorship : Committees help to prevent too 
■much power being centred in the hands of a single individual 
in the organisation. This is especially true when there is an Execu¬ 
tive Committee which is jointly responsible for decision-making. 

7. Improves talent: If junior members of an organisation are 
•made members of a committee, it helps the process of executive 
-development as it gives them valuable training in tackling prob¬ 
lems and they can pick up skills from able senior executives. 

8. Helps horizontal communication : To deal with the pro¬ 
blem of breakdown of internal communication on account of 
^horizontal relationship (i.e. between persons of equal status) most 
•managements have resorted to frequent committee meetings as 
•the best way of maintaining good communications at this level. 
: Case Example 

A company in Madras was faced with many labour problems. 
(Every time a worker was dismissed for misbehaviour or not 
doing work, the Union called for a strike. It was finally decided 
■to set up a Committee of 4 management and 4 union represen¬ 
tatives to go into all cases that required disciplinary action. 
‘Surprisingly enough it was found that the union representatives 
•on many occasions supported the action of the management and 
■recommended dismissal. Productivity increased as the number of 
f . strikes decreased and more cordial relations were established bet- 
; 'Ween the management .and tbe workers. 

,7/B.C. 
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HOW A COMMITTEE WORKS 

The work of a Committee is divided into two parts: (i) The 
Discussion Phase, and (ii) The Implementation Phase. 

The Discussion Phase is moderated by the chairman. He takes- 
up each item on the Agenda and briefly states the problem. He 
allows each member to speak on the problem without allowing, 
him excess time or permitting him to dominate the discussion. 
He summarises what each speaker has said, and integrates the 
discussion. When sufficient time has been spent on one item he 
firmly moves on to another item. 

Most Committee meetings are very dissatisfying because they 
never get beyond the Discussion Phase. It is the duty of the 
chairman to prepare a blue print for action based on the discus¬ 
sion, Having first found out whether all the members are willing 
to co-operate on the proposed action to be taken he then anno- 
unces the Implementation or Action Phase...who will do what, at 
what time and place, and to whom progress will have to be 
reported. 

DIFFERENT TYPES OF COMMITTEES 

1. Executive Committee : An organisation usually elects its 
executive committee at an annual meeting. The powers of the 
executive committee are specified by the parent body and the 
committee is expected to give an account of its activities at reg¬ 
ular intervals. Executive committees have the power to execute or 
carry out the decisions of the parent body and are empowered to 
take decisions in day to day matters to achieve their objective. 
Executive committees are also known as Managing Committees , The 
chief advantage of the executive committee is that it makes it 
possible to pool all resources for problem solving in situations 
which have no clear-cut solutions. The chief disadvantage is that 
being a body of persons, it dies every time a session or meeting' 
ends and is not available .between meetings Tor day-to-day work. 

2. Consultative or Advisory Committee : These committees 
do not have any say in decision-making and in the execution of 
the decisions. The members of such committees are usually 
experts or persons who represent different groups or interests 
and their function is merely to voice their views and tender 
advice. Usually members of such committees do not possess voting 
rights. The chief advantage of the Advisory Committee is that it 
makes it possible to have co-ordination and consultation among 

executives. The chief disadvantage is that it takes up a great deal 
of the executive’s time. 
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3. Line and Staff Committees ; These committees are an 
integral part of the internal communication system of an organi¬ 
sation. The Staff committee advises the management on the views 
of the employees, while the Line Committee has the authority to, 
take decisions with regard to the subordinates who are responsi¬ 
ble to the Line Committee. Thus the Staff Committee is an 
Advisory Committee while the Line Committee is an Executive 
Committee. 

4. Permanent and Temporary Committees: A Temporary 
Committee is one which is called for a specific purpose and 
which is dissolved when that purpose is achieved. For example, 
a factory may appoint a sub-committee of its board of directors 
to find out how to improve working conditions for the factory 
hands. The committee will be dissolved when the sub-committee 
submits its report to the chairman of the board of directors. A 
permanent committee is sometimes known as a Standing Com¬ 
mittee. It is a kind of executive committee and takes managerial 
decisions and sees to it that they are carried out. Permanent 
Committees are also known as Standing Committees while Tempo¬ 
rary Commitlees are known as Ad Hoc Committees, 

5. Formal and Informal Committees: Formal committees 
are usually the permanent ones required by the communication 
and organisation structure. They have specific duties and respon¬ 
sibilities. Informal committees are those which are usually called 
(sometimes over tea or lunch) for the purpose of collective or 
group thinking. Such committees have no formal authority, no 
fixed agenda and their recommendations are in the nature of 
advice. . 

From an administrative point of view committees are formed 
for specific purposes. Some of the better known Committees that 
companies find it necessary to appoint are the Audit Committee, 
Bonus and Salary Committee, Product Committee, Policy Com¬ 
mittee, etc. 

CONFERENCES FOR COMMUNICATION 

A conference, like any other meeting, is a getting together 
for a discussion or an exchange of views. The chief point of 
difference between a conference and a committee meeting is that 
the conference is a far more informal type of meeting. Usually 
at a conference the purpose'is less defined than at a committee 
meeting, At a conference called by the sales manager, with his 
sales representatives the discussion will be of a general nature 
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and the agenda, if any, may not be strictly adhered to. Indivi¬ 
dual salesmen will be encouraged to recount their personal expe¬ 
riences and the sales manager will try to draw his own conclu¬ 
sions about increasing sales from what the salesmen have to tell 
him. Thus most conferences act in an advisory or consultative 
capacity only. The decisions arrived at by a conference are in the 
nature of recommendations. Another point of difference to note 
is that at a conference the persons present have no voting right 
and may not be part of the decision-making process. While a 
committee functions effectively with a strength of about 7 people 
a conference can have as many as 15 or 20 persons taking part in it. 

The special advantages of having conferences are : (a) they 
encourage the exchange of ideas and opinions; (b) they bring 
out the many facets of a problem or situation by discussion; (c) 
they provide valuable practice in analysing situations and help to 
determine what should be done (d) like committee meetings, 
they provide an opportunity for face to face communication, 
personal observation and conversation; (e) they provide an oppor¬ 
tunity for consultation with parties like customers, clients, trade 
union representatives and enable management to gather their 
reacdons; (f) they increase employee motivation by employee 
participation, 

The disadvantages of the conference type of the communi¬ 
cation are : (a) when conferences are held with subordinates they 
might give the subordinates the impression that the management 
is unable to arrive at a decision on its own; (b) if a subordinate 
is called to a conference on a subject which is outside his scope 
of experience it will only make him feel frustrated and inadequate 
(c) sometimes, when conferences are badly chaired, they might 
serve the purpose of clouding an issue or complicating a pro¬ 
blem. 

From the point of view of internal communication the 
following conferences are usually held. . 

1. Informational Conference : At this conference the executive 
or manager wants those taking part in the conference to under¬ 
stand and note certain information that he wants to give them. 
Such conferences facilitate downward communication. 

2. Suggested Solution Conference : A problem that faces the 
company is placed before the conference along with a suggestion 
for solving the problem. The conferees then discusses the pro¬ 
blem and the solution and contribute their own ideas. 
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3. Problem-solving Con ference : At this conference the execu¬ 
te has no solution to suggest and he welcomes ideas and sug¬ 
gestions from the conferees. At such a conference the chairman 
or leader makes it a point that every conferee voices his views, 

4. Sales forecasting Conference : Sales managers have weekly 
conferences with their assistants and sales representatives to 
review the week’s work and prepare for the next week on the 
basis of oral reports and the views given by the salesmen. Similar 
conferences may be held by the advertising, research and pricing 
departments, The forecasts made at these conferences are submit¬ 
ted to the top management for consideration and decision making. 

5. Conference for Training : At this conference a group of trai¬ 
nee officers or managers is exposed to the views and ideas of the 
leader of the conference. Sometimes even top executives attend 
such conferences so that they may benefit by the experience and 
knowledge of their colleagues. 

Case Example (Sales forecasting); 

The Sales Department of the Xandu Medicines was not fun¬ 
ctioning properly. Some salesmen reported good sales in their 
assigned localities while others did not seem to be able to sell 
anything, The Sales Manager decided to call a conference of the 
representatives every Saturday afternoon. At this conference, 
each salesmen was required to report on his activities during the 
week. They were encouraged to discuss the problems raised by 
the reports. It was found that the salesmen were picking up 
valuable tips from each other and within a few months the sales 
figures mounted. 

From the point of view of external communication the busi¬ 
nessman has to attend conferences with his dealers, suppliers, 
creditors, prospective customers and also informational confere¬ 
nces arranged^ by chambers of commerce and similar trading 
and financial bodies. 

HOW TO TAKE PART EFFECTIVELY IN A CONFERENCE 
OR COMMITTEE MEETING 

1. .Find out what the meeting or conference is all about. 

. 2. Prepare yourself on the subject by studying documents, 
collecting information, etc. 

3. Arrive in time. 

i Be interested in helping the committee or conference to 
make progress, 
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5. Be prepared to put your point of view clearly and 
vigorously. 

6. Do not interrupt others when they are speaking but 
listen attentively to their points of view. 

7. Be prepared to be convinced by sound reasoning and 
good arguments of other speakers. Do not keep a closed 
mind, 

8. Always respect the authority of the chair. 

9. Be prepared to carry out the committee’s decisions. 

REVIEW QUESTIONS 

1. What is a Meeting? Why are Meetings necessary ? 

2. What are the duties of a chairman ? Why is the function of the chairman 
a very important one ? 

3. What is meant by saying that the chairman should be able to deal with the 
hidden agenda? 

4. What is a committee ? How is it different from a meeting and a conference? 

5. Mention some of the communication problems that arise when committees 
meet. How can these be solved ? 

6. Mention the advantages and disadvantages of committee meetings. 

7. What are the different types of committees ? Write brief notes on any three 
of them. 

3, Would it be correct to say that a conference is a kind of informal committee 
meeting? 

9. Mention some advantages and disadvantages of having conferences. 

10. ! Mow would you prepare yourself to take part effectively in a committee 
meeting or conference ? What should you do white the meeting is in progress? 

11. Write brief notes on: (a) Conferences for training; (b) Sales Forecasting; 
(c) Functions of the chairman; (d) Executive or Managing Committees; (e) 
Line and Staff Committees; (f) Formal and Informal Committees; (g) 
Standing Committee; (h) How Committees prevent dictatorship; (i) How com¬ 
mittees improve employer-employee relationship U) Effective chairmanship, 

12. Point out how a chairman can successfully conduct a meeting. (B.U. 1979) 
U. Bring out the importance of committee meeting as a means of effective 

communication and discuss their limitations, (B.U. Dec. 1980) 

14. What are the responsiblities of the chairman of a conference ? What steps 

should he take to ensure a smooth flow of communication among the 
participants ? (B .u April 1981). 

15. Explain the procedure governing the work of committees. Discuss the pro¬ 
blems that arise during committee meetings and the way they should be 

so * vec1, (B.U. B.Com. April 1982) 

16. What are the responsibilities of the chairman of a meeting ? 

(S.Y.B. Com. Nov. 1980) 

17. What is the meaning of a committee? Mention its types. Discuss its role in 

business - (B.U.S.Y.B.A. April !98f) 

18. What is th; use of Committees in modern organisation ? Discuss the benefit 
and limitations of group discussions decisions, (B.U.S.Y.B.A, May 1982) 


to INTERVIEWS 


Most of us regard an Interview as a question and answer 
session between an employer and an applicant for a job. This is 
■no doubt an important aspect of interviewing, but not the only 
one. Interviews play an important part in two-way communication . 
‘For not only does the interviewer learn a great deal about the 
interviewee but it also provides an opportunity to the interviewer 
to give information about the organisation and its aims and 
'Objectives. The interview can profitably be used for imparting 
instructions, issuing orders or reprimands to existing employees 
or for appraising or reviewing their work. When newspaper 
reporters ask questions to prominent and interesting personalities 
.■and these are later published, the meeting is also lenown as an 
“interview” but such interviews are beyond the scope of this book. 

Interviews may be conducted by individuals or by committees 
‘(also known as Board Interviews). A sole trader does not require 
any one to help him as he knows best what sort of employee he 
requires. Similarly factory supervisor or foreman does not require 
asisstance while interviewing candidates for the post of semi— 
•skilled workers. The need for a committee to interview an appli¬ 
cant arises when the post to be filled is of a managerial or 
•executive nature and the candidate has to be questioned from 
many specialised points of view. The committees usually consist 
•of three or four experts who can ask probing and searching 
•questions in their own fields of specialisation so that the true 
calibre of the interviewee is brought out. 

How the Interviewer Prepares 

The interviewer must be very clear in his mind as to the 
•purpose of the interview which may be to select a candidate for 
a 'post, to obtain information about progress from subordinates 
or to review the waking of agents or managers who work at a 
distance from the Interviewer/ If the interview is for the purpose 
of filling in a post that is vacant, the interviewer must know the 
■qualifications, background, experience, salary, etc. pertaining to 
the post. Keeping the objectives of the interview before him the 
interviewer must prepare a set of questions to be asked. 

The letter calling the interviewees must be sent several days 
,in ■,advance. When several interviewees have been called on the 
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same day, they should not be called at the same time as this will 
mean a very long wait for the interviewee who is called in last. 

If it is expected that the interview will take about fifteen minutes ‘ 
for each candidate then the interview letters should give a time 
space of fifteen minutes to each candidate (2p.m., 2.15,2.30,2.45' 
and so on). 

Proper seating arrangements should be made for the candi¬ 
dates outside the room in which the interviews are to be con¬ 
ducted. If possible, tea and light refreshments may be served, 

If the interview is to be conducted by a committee then each 
committee member should be given a copy of the applicant’s, 
letter .nnd his bio-data so that no time is wasted or confusion 
created by passing the same sheet around. The letter calling the 
candidate for the interview should clearly specify what documents 
he has to bring along with him. . 

In the interview room itself the interview may be conducted 
across a desk or while seated on an adjoining sofa set. While 
conducting interviews for executive or managerial posts, the latter 
is to be preferred. 

For an interview by a committee it should be decided in 
advance as to who should‘lead’ the questions and moderate them 
as in the absence of this arrangement the candidate will only be- 
bombarded by a number of different questions which might con¬ 
fuse him and the interviewers themselves. 

How to conduct an Interview (Selection or Job Interview) 

While selecting personnel fop an organisation most managers, 
rely very heavily on the job or selection interview. This is because 
in spite of some of its drawbacks the job interview is considered 
the best technique of selection. To overcome some of tire draw¬ 
backs managers hold written tests before or after the interview 
and even some other tests may be made of the candidate, but no. 
job is usually given wirjhout the candidate having been through 
the interview. The selection or job interview is one of the best 
tried methods of selecJng personnel for it offers the employer the 
opportunity to meet and talk with the applicant. 

An interview is usually conducted in four phases which cam 
easily be remembered by the word WASP (Welcome, Acquiring 
Information, Supplying Information, Parting). ’ ° ► 

The candidate should be welcomed in a friendly fashion and 
be asked to sit down so that he feels at ease. The attitude of the 
interviewer should he cordial and sympathetic throughout and: 
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the inability of a candidate to answer a question should never be- 
bluntly pointed out to him. The manner in which the candidate- 
is welcomed and treated during the interview is likely to leave 
a lasting impression on his mind and could lay the foundation 
for good employer-employee relation if he is employed. 

After welcoming the interviewee and, when time permits, a- 
few introductory friendly remarks the interviewer should set about 
acquiring information from the candidate. The information should' 
pertain to : 

1. previous experience, duties, likes and dislikes, achieve¬ 
ments, salary last drawn, reason for changing jobs; 

2. education and qualifications, extra-curricular activities,, 
level of training and quality of institutions at which the 
candidate has studied; 

3. details about home background, family conditions, occupa¬ 
tions of parents and family finances; 

4. present social status, hobbies and interests, whether 
married or not, attitude to family and children, (In some 
American organisations, the candidates are interviewed 
in the presence of their wives to find out their social 
attitudes). 

While the interviewee is providing the information, the inter¬ 
viewer must show by his facial expressions and eye movements 
that he is keenly interested in what is being said. He may even 
take down notes. He should not interrupt the candidate unless, 
he finds him straying from the point. 

It is part of the two-way communication process that the 
interviewer should also supply information to the interviewee. 
This may be done directly in the form of a short talk on the 
history of the organisation and its objectives and the nature of 
the work, salary etc., or the interviewee may be encouraged to 
ask questions to clear' any doubts that he may have in his mind. 

The parting should be smooth and friendly. The interviewee 
should be thanked for having come and he should be. informed 
that as other candidates have yet to be interviewed be will be- 
informed of the result of the interview later (this promise should 
be kept). If the candidate is to be rejected there is more reason, 
to be polite and courteous to him as he will carry a favourable 
or unfavourable impression to the outside world. 

How a candidate should prepare for an Interview 

Before going for the interview the interviewee should try to 
imagine what sort of questions will be asked (keeping in mind 
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•the nature of the post and the qualifications required) and should 
prepare himself accordingly, He should also prepare the questions 
that he would like to ask about the organisation, He should get 
all his testimonials, certificates and degrees and arrange them in a 
file or brief case so that they can be. shown to the interviewer. 

It is better to arrive five or ten minutes before time as this 
enables the interviewee to settle down. While entering the room 
in which the interview is being held the interviewee should see 
where he is going as it would never do to trip over the carpet or 
* doormat. He should not wear a scowl of concentration or a stupid 
smile at the time of entering but should compose his features in 
a pleasant expression and wish a polite ‘good morning’ to those 
present It is better to wait to be invited to sit down before 
doing so. In case the invitation is not forthcoming the candidate 
should ask for permission to sit. He should walk and sit in a 
relaxed (not lax) manner. 

The candidate should answer questions in a clear and natural 
voice. He should keep to the point and avoid rambling. He 
should never boast or make an exhibition of knowledge as his 
capabilities will be revealed by the manner in which he behaves 
and speaks. He should sound polite and enthusiastic and even 
searching questions should be answered frankly. 

At the time of parting, the interviewee should not forget to 
thank the interviewer and if the interview has gon well he could 
even venture a remark like, “I hope to have good news from you;” 
INTERVIEW TECHNIQUES 

The basic technique of conducting an interview has already 
been described by the mnemonic WASP (Welcome, Acquiring 
Information, Supplying Information, Parting). In addition,., we 
must: consider some other techniques (good and not so good) 
that organisations adopt, 

Screening : Under conditions of unemployment there are 
likely to be a large number of applicants for any post that is 
advertised. It would be a waste of time and energy to call all 
the applicants for an interview. The applications are therefore first 
screened by an official who rejects all those which do not fulfil 
the requirements of age, previous experience, qualifications and 
salary. The remaining applications are passed on to a sub-com¬ 
mittee or an official of the Personnel Department for a prelimi¬ 
nary interview. This preliminary interview is also in the nature 
•of a further screening and only a few selected candidates are sent 
;up for the final interview. 
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Reliance on Tests: In the last fifty years psychological testing 
'has come to be accepted as a technique for selection in business 
houses. Some of these tests are written and designed to find out 
the intelligence, general knowledge, mathematical proficiency and 
speed of thought of the candidates. Other tests like personality 
and leadership tests are conducted in the course of the interview. 
While several of these tests, it must be frankly admitted, are 
only a waste of time and help to line the pockets of the psy¬ 
chologist, some of them are very valuable especially when they 
help to find out the ability of the candidate to analyse or com' 

,mmicate and manage or supervise. 

Reliance on Experience : Some interviewers in some organisa¬ 
tions give exceptional importance to practical experience and 
regard paper qualifications as just so much rubbish. This is an 
undesirable practise as it results in the rejection of many appli¬ 
cants who could have made enthusiastic and dedicated workers. 

■’ In such cases, it has been found that the interviewers have 
■themselves been deficient in paper qualifications and have come 
up the hard way. 

Reliance on Random Appearance: Some employers of the 
old schools reject the technique of screening and believe in 
•calling up applicants straight for an interview in the belief that 
“the man is more important than the application,” While this 
policy may pay dividends once in a way it is more likely to 
result in a great deal of time and energy being wasted, 

Under Stress Interview: This is a special type of questioning 
technique used by the interviewer to find out how much mental 
control the candidate has. The candidate is made to feel emba¬ 
rrassed and is annoyed by being asked unusual questions to see 
if he can keep his mental balance. This kind of interviewing is 
done only when the post that the candidate has applied for 
requires presence of mind . and mental control. Salesmen are 
usually subjected to such under-stress interviewing. 

TYPES OF INTERVIEWS 

Interviews for Selection 

Much of what has been said in the foregoing section pertains 
•to Interviews for Selection, The methods of conducting such 
interviews and the- techniques adopted have: already been 
■described. 

Appraisal Interviews 

; In an appraisal interview (usually held once a year) the 
-superior officer reviews the subordinate’s performance, future 
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work plans, and personal prospects. If properly held,, such 
interviews help to improve the efficiency and motivation of the- 
employee, train him for occupying posts involving greater res¬ 
ponsibility and help to better relations and communication 
between manager—and subordinates. The following matters are 
usually discussed at appraisal interviews: 

(a) see if past targets and objectives have been reached, 

(b) set targets and objectives for the future, 

(c) consider how performance can be improved, 

(d) clear doubts and misunderstandings, 

(e) grade and assess the performance and inform the inter¬ 
viewee as to where he stands in the interviewer’s estimate, 

(f) review and consider promotion possibilities. 

Most managers avoid appraisal interviews as they are 
embarrassing, Other managers who hold such interviews often 
make the mistake of setting the target for the subordinate them¬ 
selves and then coaxing him into accepting it instead of setting 
a target with the assistance of the subordinate himself. It helps 
if the manager notes down the points agreed upon with the 
the employee and sends him a copy of these notes later. 

"While conducting appraisal interviews the supervisor should 
take care to criticise the worker’s performance, not the man 
himself. The supervisor should first listen to the worker’s pro¬ 
blems before telling him what he should do. From a psycholo¬ 
gical point of view it should be remembered that it is better 
and easier to develop strength than to correct weakness. If the 
worker appraises himself more favourably than the supervisor, the 
latter should invite him to tell him why he does so. 

Grievances and Exit-Interviews 

Managers and executives should readily grant interviews to 
their subordinates if they wish to hear their grievances and clear 
up a lot of foul air. At such interviews the inteviewee should, 
be made to feel at ease and the interviewer should listen atten¬ 
tively and let the interviewee unburden himself. The interviewer' 
should be diplomatic and while trying to redress his grievance 
should make use of the information thus provided to him to 
tone up the efficiency of the organisation, 

The Exit interview is another type of Grievance Interview. 
When an employee leaves the company (“exits”) he should be 
given a chance to meet the manager and speak out. As the; 



worker is leaving he will speak out frankly and often what he 
has to say may be very unpleasant. But the manager should listen 
to him with patience and an open mind as he is certain to get 
.some valuable information about the defects and problems of 
the company and the solutions these problems. Exit of employee 
can be “voluntary” or involuntary.” When the exit is involun¬ 
tary (i.e. the employee has been dismissed) the interview should 
be held in a pleasant atmosphere or not at all. 

Non-directional Interviews 

In a directed interview, the interviewer guides the discussion 
by asking leading questions. In a non-directional interview the 
interviewer listens instead of speaking. He never gives advice, 
remains neutral and assures the interviewee that all he says 
will be treated in the strictest confidence. Interviews for grieva¬ 
nces are usually non-directional interviews. 

The Free Flow Interview is another type of Non-directional 
'Interview. In this type of interview the interviewee is given an 
exciting problem or question and he is then asked to express 
his views frankly into a tape recorder that is placed at his 
disposal. As the interviewee is not interrupted he has a chance 
to speak out. Much of what he says might be irrelevant and 
the tape requires to be studied carefully and edited before 
■analysis. 

Introduction Interviews 

An introduction interview is usually given by a supervisor 
to his subordinate when he reports for work on the first day, At 
this interview the new recruit is welcomed to the organisation, 
igiven details of the job he is expected to do and informed 
about his training programme. After the interview, the new 
recruit is usually taken round the work-shop or department and 
■introduced to his fellow employees. 

Interviews for Reprimand 

Sometimes an employee is called for an interview by his 
supervisor so that he may be reprimanded or scolded for his 
■poor performance. At such interviews the interviewer should try 
to find out the causes of the poor performance instead of merely 
scolding or indulging in destructive criticism. The purpose of 
•the interview should be to make the employee work better in 
•future. Before calling a worker for a reprimand interview, the 
supervisor must be sure in his mind that the worker deserves 
ito be reprimanded. Such an interview must always be conducted 
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in private as it will demoralise the workers if he is reprimanded 
and humiliated in front of their associates. 

Clinical Interviews 

When the post which is to be filled requires a person who 
is emotionally stable and mentally alert it is usual to send the 
applicant for a test or interview by a qualified psychologist; 
after the formal interview is over. This has become the accepted 
practice in all large business organisations when recruiting top- 
managerial staff and the authors know of one college in Bombay 
where the principal (but not the teaching staff) is interviewed 
by psychologists before being appointed. 

On-the-job Interviews 

In an organisation the management finds it necessary to hold 
several interviews in the course of a day. They may be called 
On-The-Job Interviews and include interviews for the purpose 
of (a) Obtaining and exchanging information, (b) Problem-solving, 
(c) Decision-making, (d) Counselling. In the Information-excha¬ 
nge interview a manager may call a subordinate and question 
him or obtain information about his work or some problems 
Connected witn his particular job. In the Decision-making 
interview a manager may call one or more of his immediate 
.subordinates and with their help arrive at some decision. The 
Problem-solving and Counselling interviews take the form of 
the manager calling or inviting an employee and discussing the 
latter’s on-the-job or other problems and giving him advice. 
Group Interviews 

In a group interview a group of people is brought together 
for the purpose of exchanging views to which the manager listens 
and from time to time may interrupt to ask a question or obtain 
more information. The group of people may consist of outsiders 
like experts, customers, dealers or may be a mixed group. When 
such a group is formed for a long period of time and called for 
an interview at periodic intervals it is known as a "panel”. The panel 
may be called by post or in person. A very large tea company had 
two such panels, one of dealers and the other of select customers 
who were invited at the cost of the company, entertained, and 
used by the company to obtain reactions to the various new 
blends of tea. 

DRAWBACKS OF INTERVIEWING 

Most interviews fail as a means of communication on account 
of the following two reasons: 
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(a) The interviewer does not prepare properly and does not: 
conduct the interview with skill. 

(b) The personal likes and dislikes of the interviewer do not 
allow him to make a proper assessment of the candidate. These- 
likes and dislikes may be on the basis of race, religion, educational 
background or even the behaviour of the candidate like his pos¬ 
ture or way of talking. 

(c) At an interview the stress is usually on making the' 
candidate "speak out” while what the job may call for is a> 
"good listener”. 

Case Examples 

Mr. Gosh was retired I.C.S. officer who was appointed Chief 
Personal Officer by a large industrial company.in Calcutta, Having-, 
received his own education in England he believed that all per¬ 
sons holding degree from Indian Universities are not properly 
educated. This attitude resulted in his reuniting only "foreign 
returned applicants for top executive posts while "Indian Edu¬ 
cated” applicants were given subordinate posts in spite of their 
superior qualifications. 

REVIEW QUESTIONS 

1. Show liow interviews are a part of the two-way communication process. 

2. Why is it necessary sometimes to have interviews conducted by committees 
instead of by individuals ? 

3. How should an interviewer prepare himself for an interview. 

4. Mention some of the mental and physical preparations he must make before 
holding interviews. 

5. Explain the basic technique of holding an interview. 

or 

What is meant by the mnemonic WASP ? How does it help in the holding 
of an interview '! 

6. Iiow should an interviewer behave while conducting an interview for 
selection ? Mention some of the questions that he must not forget to ask 
the interviewee. 

7. How would you prepare and conduct yourself if you were to appear before 
an interviewing committee ? 

8. In a local newspaper, find an advertisement for a job for which you are 
qualified. Write ten questions that you, as an interviewer, would want to 
ask an interviewee. Make your questions very specific. 

9. Write a detailed note on the interviewing technique WASP. Are there any 
other techniques that organisations adopt in addition to this ? 

10. Write short notes on : (a; Screening; (b) Reliance on tests; (c) Reliance on 
experience; <d) Reliance on random appearance. 
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11. Mention the different types of interviews and write in detail on any three 
of them. 

12. Show how Interviews for Appraisal, Interviews for Grievances, Introduction 
Interviews and Interviews for Reprimand are an essential part of the internal 
communications system of an organisation. 

13. Write short notes on: (a) Interviews for appraisal; (b) Interviews for griev¬ 
ances; (c) Non-directional and Directional interviews; (d) Introduction inter¬ 
views; (e) Interviews for reprimand; (f) Clinical interviews; (g) Free flow 
interviews; (h) On-the-job interviews; (i) Group interviews; (j) Exit interviews. 

14. What are the usual drawbacks of Interviewing as a means of Communi¬ 
cation? 

15. Write short notes on the following: 

(i) Your advice to the candidate appearing for an interview. (B.U.June 1979) 

16. Explain why, when and how appraisal and exit interviews are held in orga¬ 
nizations. (B.U. May 1980) 

17. “Despite its limitations, the job interview is considered the best technique 

of selection," Comment. (B.U. Dec. 1980) 

18. What preparation should a candidate make a job interview ? 

(B..U. April 1981) 

19. Describe the various interview techniques forjudging a candi late’s suitability 
for a job. (B.U. B.Com. April 1982) 

.20, You have been asked to interview a junior secretary to a company. What 
questions will you ask the candidates and what information will you give 
them about the job ? (B.U. S Y.B.A. Nov. 1980) 

'21. What is an exit interview ? Explain its advantages. (B.U.S.Y.B.A. April 1981) 


P. R. DEPARTMENT AND 
SUGGESTION SCHEME 


Public Relations Departments are a direct result of the need 
to communicate in business. While public relations has always 
been practised by businessmen in order to increase their sales 
and win new customers the systematic study of the subject, the 
■setting up of special departments, is a post world-war pheno¬ 
menon. The British Institute of Public Relations was founded in 
1948. Dartnell’s Public Relations Handbook was published in the 
United States in 1956 and the International Code of conduct for 
'Public Relations was adopted (from the British code) at a conference 
in Venice in 1961. 

The Institute of Public Relations in Britain has defined Public 
Relations as “the deliberate, planned and sustained efforts to 
•establish and maintain mutual understanding between an organi¬ 
sation and its public”. This definition is entirely satisfactory as 
•far as it covers the activities of a public relations man (or depa¬ 
rtment) and the outside public, but it fails to cover a very imp¬ 
ortant part of the activities of the public relations man with 
respect to internal communication. Today businessmen realise that 
•good public relations begin at home and it would be no exagger¬ 
ation to say that 75 per cent of their attention is given to building 
•goodwill and good feeling within the organisation and this task 
is entrusted to the Public Relations Department (Some organisa¬ 
tions have a special department for public relations, others appoint 
•public relations officers and attach them to different sections of 
the organisation, still others orientate or organise the whole org¬ 
anisation from the public relations point of view by giving train¬ 
ing in public relations to their executives.) The usual activities 
,of a Public Relations Department are: (a) providing information, 
‘(b) dealing with inquiries, by outsiders, (c) arranging receptions 
transport and accomodation facilities for V.I.P/s (d) hosting 
■conferences and arranging seminars, (e) maintaining cordial rel¬ 
ations with government officials, (f) arranging press conferences 
and issuing press releases, (g) publishing house journals and 
;bulletins (h) arranging exhibitions, fairs and other shows. 

“Most of the things of which public relations is made”, 
.Mr. H. B. Baus tells us, “are not new. What is new is the system 
,of thinking and conduct being assembled under the term, public 
;S/B.C. 
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relations”. Even before the 19th century, shops and business 
houses were sold for a price which was far in excess of the value, 
of the shop, furniture and goods; this extra amount was termed, 
“goodwill”. The goodwill represented the good name enjoyed. . 
by the shopkeeper as a result of his public relations. Paul Garrett 
of General Motors sums up the philosophical aspect' of public 
relations very well: “Public relations is a fundamental attitude 
of mind, a philosophy of management, which deliberately and 
with enlightened selfishness places the broad interest: of the public 
first in every decision affecting the operation of the business.’’ 

THE PURPOSE OF EXTERNAL PUBLIC RELATIONS 

Mr. Sam Black defines the purpose of external public rela¬ 
tions; to be “a two-way communication to resolve conflicts of 
interest by seeking common grounds or areas of mutual interest 
and to establish understanding based on truth knowledge and 
full information”. The stress on “truth”and “knowledge” is 
significant, for people who do not know much about public re¬ 
lations .say that it is used to make people believe anything about 
anything.. This is just not true. As the Chinese proverb goes, 
“You cannot carve rotten wood”: you must have a worthwhile 
product, service, idea or organisation to put across to the public. 

It is in this respect that public relations is different from propa¬ 
ganda which is the organised and systematic spreading of a doct¬ 
rine with a view to get and control followers. Public relations k 
also not mere publicity, for publicity is a one-way process by 
which an individual or an institution systematically distributer? 
information. Public relations is a two-way communicating process 
in which information is given to the public and the opinions 
and ideas of the public are obtained. Public Relations, there¬ 
fore, is : 

1. everything that helps to improve mutual understanding bet¬ 
ween an organisation and all those with whom it comes 
into contact (both within and outside), 

2. advice on the presentation of the “public image” of an 
organisation, 

3. action to discover and remove all sources of misunder¬ 
standing, 

4. action to broaden the sphere of influence of the organi¬ 
sation with the help of publicity, advertising, films, 
etc. etc. 
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Public Relations is not : 

1. a barrier between the truth and the public, 

2.. propaganda, 

3. publicity merely to achieve sales. 

Communication with Outside Publics 

The Public Relations Department has to deal with different 
publics (the word is used in the plural as ‘public’ refers to a 
group of people with a common interest) such as customers, 
dealers, suppliers, transport contractors, prospective investors, 
stock-brokers, opinion leaders (teachers, pressmen, social workers 
who can influence the opinions of others) and government offici¬ 
als. By keeping good relations with these publics and by projecting 
a favourable image, the organisation has much to gain. It is here 
that public relations proves its superiority to mere publicity and 
advertising. People do not trust advertisements because they make 
tall claims (“the best toothpaste”, “washes whitest.” etc). Public 
relations no doubt uses publicity but the main objective is to 
reach the mind of the outside public and establish mutual under¬ 
standing. 

In order to reach his publics the public relations man may 
use one or many of the media or methods available to him— 
depending on the financial resources of the organisation for which 
he is working. Some of the better known methods are given in 
this section. 

A word of warning for the Indian public relations man is 
necessary here. Public relations in India is yet in its infancy and 
the few public relations men that we have are copyists of the 
industrialised west. They forget that conditions in India are diff¬ 
erent from those in the U.S.A. or Britain : and they rely very 
heavily on the written word. In India literacy is poor and the 
languages spoken are many, hence the public relations man should 
rely more on communicating his message with the help of spoken 
words, signs, symbols, puppet shows and whisper campaigns'than 
by elegant: advertisements in newspapers or magazines. 

What does the public relations man try to communicate to 
his publics ? The answer would be: all possible and helpful 
information about the oiganisation: what it manufactures, how 
it manufactures, how the products helps customers, what services 
are rendered, how these services help the customers and the society 
how the company started functioning, how it functions, how it 
treats its workers, what additional facilities it offers the public, 
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how it helps the economy of the country, what foreign exchange 
it earns, how it helps to solve the unemployment problem, how 
it recruits staff, how it is prompt in offering after-sale or after- 
transaction service, how profits are utilised, how improvements and 
expansion arc planned. Having communicated the message or in¬ 
formation- to the public it is also part of the public relations 
man’s job to measure the results and find out the reactions to 
the message. 

Radio and Television 

Both radio and television are very important media of mass 
communication in countries like India where very few people 
can read and write, Public relations with the help of these media 
does not only mean direct advertising but also the sponsoring 
of educational programmes, quizz contests, talks or discussions 
by scholars and scientists. It must not, however, be forgotten that 
while radio and television can carry messages into the homes of 
millions of listeners and viewers, they are also very expensive 
media. 

Press Relations 

A full page advertisement in a newspaper does not have as 
much effect as a short newspaper report. This is because people 
are naturally suspicious of advertisements but expect objective 
analysis from a reporter. How to get such a report (based on the 
truth, of course) pubished is one of the foremost tasks of the 
efficient public relations man. For example, he could invite a foreign 
dignitary to visit his factory and then invite journalists to cover 
the visit (a photograph of the dignitary in the factory would be 
best for publicity purposes). To make sure that the journalists 
write favourably about the factory he will prepare a “handout” 
which will be distributed to the journalists. (How a “handout” 
is prepared has been dealt with in the third part of this book). 
Another way, commonly used by PR men, is to arrange for press¬ 
men to interview the top executives or scientists of the company. 

Not only must the PR man keep good relations with the 
newspapers but he should also cultivate such relations with the 
business press. There are maganizes and jornals for businessmen 
and also highly specialised journals dealing with sections of 
business like textiles, foreign trade, transport etc. He should see 
that his organisation gets good coverage in these journals and 
that directors, scientists, and others from his organisation con¬ 
tribute articles in these journals. 
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Questionnaries and Opinion Polls 

Customers and general public may be asked to fill in quest¬ 
ionnaries or opinion polls, and surveys may be conducted to find- 
out how the products and services of the organisation are being 
received and how they can be improved. To induce the public 
to take part in such surveys many companies announce that 
prizes will be given to those making the best suggestions or 
providing the most helpful answers. 

Staging an Open House 

Customers, stock and shareholders, suppliers, dealers, com¬ 
munity leaders, others in the same industry, the local press and 
all who want to know about the organisation are invited to visit 
the plant, site, office of the organisation on a particular day. The 
visitors are invited to see the excellent and sanitary conditions 
in the factory and students may even be shown the process of 
manufacture. The Open House provides a personal touch which 
is very valuable for building goodwill. 

Fairs, Shows and Exhibitions 

Everyone loves to watch a show or a parade, The business¬ 
man should learn to take advantage of this to project his 
organisation before the public. If he cannot afford to organise 
such a fair or exhibition on his own he should not miss the 
opportunity to hire a stall at a trade or industrial exhibition that 
may be organised by the government or a chamber of commerce. 
Care should be taken to see that the exhibition is not a dull one. 
Entertainment for children, contest skills, refreshment stalls and 
eye-catching displays, all help to make an exhibition attractive. 

Public Service Films 

Companies are increasingly taking to making their own films 
in order to educate their workers and the outside public. Such films 
are notoriously dull in our country and hence serve no purpose. 
Telling a story, cartoons, use of colour and imaginative direction 
help to make public service films interesting. 

Conferences 

Large companies can afford to host national and international 
conferences of professionals, scientists, researchers and others in 
an effort to establish understanding and links with other organi¬ 
sations. If adequate press, radio and television publicity is given 
to the conference, it could achieve the double objective of carry¬ 
ing the organisation’s message to a larger public and establishing 
links with other organisations. The guests should be hospitably 
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treated and should carry away a very favourable image of the host 
organisation and the way in which it treated them. 

Relations with Public Bodies 

It is part of the work of the Public Relations Department to 
see that municipality and local government officials are co¬ 
operative with the organisation. Good relations with the local 
police are a must and it helps to advertise in their souvenirs or 
contribute to their ex-servicemen’s fund, etc. 

INTERNAL PUBLIC RELATIONS 

The Public Relations Department has also to concern itself 
with the problems of two-way communication within the organi¬ 
sation, Internal Public Relations may be described as the selection 
and use of such channels and media of communication, within 
the organisation, as will achieve the objective of maximum fraternal 
feeling,, co-operation and the boosting of the morale of the mem¬ 
bers of the Organisation, 

Men and women working within an organisation are naturally 
interested to know the happenings and developments around 
them and in their place ol: work. They want to know all about 
their fellow workers, their superiors, their working methods and 
conditions, their pay and how taxes will affect their pay-packets, 
the products they are making and how these products .soil in the 
market. It is the task of the PR department to relay. (and filter 
out, if necessary) as much accurate and congenial information 
as possible about these matters to the employees in the organisa¬ 
tion. In addition the PR department has to convey the reactions 
and responses of the employees to the management. 

In India the function of the public relations man of depart¬ 
ment is often carried on by the Labour Welfare Officer, Liaison 
Officer, or the labour Welfare Department. The welfare officer 
or department is often used by the management to function as a 
.sort of “sounding board” for its policies and decisions with 
regard to the employees. 

In the second chapter of this book we have considered the diffe¬ 
rent types of communication systems-official and semi -official- 
that exist in an organisation. The PR department has to be skilled 
in using these and it may in addition use the media and methods 
described below ; 

House Journals, Publications and Press Clipping Service 

House journals have been dealt with in the latter half of 
this book under the title of House Organs and Bulletins, The 
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Press Clipping Service consists of a group of PR men who study 
the newspapers and journals and clip out extracts and opinions 
as they affect the image of the organisation. These extracts are 
then grouped subjectwise and sent to the appropriate official or 
department to which they pertain. This service not only keeps the 
executives of the organisation in touch with outside public opinion 
but provides the requisite scientific data and material for making 
policy decisions. 

Film Shows 

A regular display of coloured instructional films and news¬ 
reels could go a long way to educate the employees and improve 
their working skills. 

Radios 

If radio sets are located in the worker’s canteens and clubs, 
they would help to provide entertainment with education to the 
employees during intervals. 

Public Address System 

The Public Address System consists of a network of ampli¬ 
fiers which are installed all over the factory or plant. The Manager 
can then announce messages over the system without disturbing 
the workers from their place of work. The system is also used 
to reduce the tedium of work by playing music at fixed intervals. 
This is done in the Oliveti factory in Italy which plays Hit tunes 
over the P.A, System while the workers are still at their machines. 

Product and Photographic Exhibitions : 

To create a sense of pride in the product which he. has hel¬ 
ped to manufacture, the worker is exposed to Product Exhibi¬ 
tions. This is necessary as today the average worker is a mere cog 
an the wheel and is so busy with a specialised operation that he 
does not know the importance of his operation and the part that 
it plays in the final product. The exhibition enables him to see 
that product as a whole. The completed product could be per¬ 
manently exhibited in a glass case along the wall of the work¬ 
shop or, if the product is a large one like a tractor or truck, it 
could be displayed in a stall outside the workshop. 

Photographs showing the finished product in use along with 
photographs of workers in the process of manufacture could be 
displayed in glass covered notice-boards. The photographs should 
ibe frequently changed. 
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Visit to Sister Institutions or Pilot Projects 

It is not possible to arrange such visits for all the workers at 
the same time but it could prove of great educational value if 
small groups of workers were taken to visit sister institutions and 
projects of a representative nature, It must he understood that 
these visits are functional and of practical value and not mere 
courtesy calls. 

Social Get-togethers and Community Programmes 

Some companies stage Open House Programmes for the fami¬ 
lies of their workers so that wives and children get an opportu¬ 
nity to watch the men at work, On other occasions special get- 
togethers are arranged so that workers can attend with their fami¬ 
lies and meet their supervisors and fraternise with them. Social 
gatherings of this type must be arranged against the background 
of national or religions festivals like Diwali, Id, New Year or on 
the birth anniversary of the founder of the organisation as an 
atmosphere of cordiality is found on such occasions. 

HOW MUCH PR IS NEEDED 

According to Prof. Northcote Parkinson the level of PR. 
communication is nowhere what it should be. He has given us 
the following table in his book “Communicate” to show the gap 
between current practice and the ideal : 

Publics with whom the companies do and should communicate 


regularly ; 

Currently Ideally 

Business & Industrial leaders % % 

Trade customers 59 78 

Suppliers, 45 62 

Business & trade organisations 61 75 

Senior executives in other companies 43 35 

Government 

MP’s, delegates : 18 42 

Government officials 43 43 

International political &. economic agencies 17 39 

Financial Publics 

Banks 89 92 

Institutional investors 28 , 70 

Private stockholders 58 92 

Employees & their representatives 
Top management 92 97 


121 ' 


Middle management 91 96 

Other employees 81 92 

Trade Union leaders 35 59 

Educator and students 

Educators 25 40 

Students 26 42 

Special Interests Groups 

Local community leaders 33 57 

Consumer organisations 15 56 

Environmental organisations 18 46 

The. General public 37 65 


The table given above represents the situation in an advanced- 
European country, (the actual figures in a developing country like 
India would be far lower) and has been reproduced to give the 
student an idea of the PR communication level and the areas of 
communication for an effective PR programme. 

How to make a P. R. Programme Effective 

l Make the programme active, intense and forceful. 

2. Find out opinion leaders like teachers, social workers 
journalists, other public men and try to influence them 
first. 

3. Use repetition whenever necessary. Repeating the message 
from time to time and in slightly modified ways will 
help to break down the resistance of tlie publics. 

4. Do not allow your programmes to get associated in the 

public mind with unpopular people or causes. If a poli¬ 
tical leader is facing charges in a court of law for 
corruption or for not paying his taxes do not invite him 
to visit your company. 

5. At every stage try to find out the reaction of the publics 
(obtain feedback) to the products and programmes of the 
company. If the reactions are unfavourable immediately 
try to find out the causes and seek a remedy. 

SUGGESTIONS SCHEMES 

One of the best methods of improving internal communica¬ 
tion (especially upwards) within an organisation is to operate the 
Suggestion Scheme. The operation of this scheme is usually 
entrusted to the Public Relations Department. 

A Suggestion Scheme is a formal programme to encourage 
individual employees to recommend improvements in the organi- 
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sation, increase productivity or improve selling. To overcome the 
asic barrier of status in face to face communication the suggest 
tions are written by the employees on specially prepared cards 
an dropped in boxes kept for this purpose. Sometimes superior 
officers are jealous and do not allow good suggestions from their 
juniors to be sent up, by the normal channels of communications. 

t e management of the company authorises & suggestion scheme 
then a bright junior can by-pass his immediate superior and send 
his suggestion to the management. Awards and prizes are given 
t'cue employees whose suggestions have been most constructive 
° r hdp ; ul Tlie primary drawback of the Scheme as a means of 
upward communication is that since it is a communication in 
. ° 1 0es n0t - have the motivation that usually comes from 

ZZ 1” COmI "T ati0n - UoKom ’ employee making the 
2 " « f f m hxxM or interested as there is 

cone fl f “ d r T MU ' may k seveEli *»» Wore he 
rejected^ ” ** ] ™ accepted or 

1 LdVac* CtiVema ° S ° f “ PWJrd comrau nication and 

2 . U encourages creative thinking among the employees. 

and therebv ^ 18 3 °* parlicipation in management 

Qnd Ae e J* impro ^ employee-employer relation-’ It 
converts the employee from a domplai H JinJ „ 

4- It attracts the attention of management t 7 

* ***** h v 

How the Scheme Works " ° f pr0motion - 


duce results. The PR department that ^ 0 !^ WiU itpr0 ‘ 
provision for dealing promptly with ! T ^ ° Cheme must makc 
least acknowledge the suggestion) so wW 111 shouId at 
-feeling that the management is Lffi 4 ^ employees § et the 
making improvements. Management^ ^ gently intere sted in 

support of the supervisory staff 2 ^ t0 enlist tIle 

scheme work properly. d {ers union ^ make the 
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The scheme should be given good publicity on notice-boards, 
by posters, over the Public Announcement System and even 
through the grapevine. The awards that are given for good sugges¬ 
tions should also be given good publicity so that employees are 
encouraged to participate in the scheme. Some companies in 
addition to prizes for the best suggestion, present small articles 
for all suggestions received during a particular period. 

The cards or forms on which the suggestions are to be written 
should be carefully prepared, The form should contain blank 
spaces for the date, the department to which the suggestion per¬ 
tains and enough space for the suggestion to be written in full. 
Clear instructions should be given as to whether the suggestions 
are to be placed in envelopes and how they are to be sent (drop¬ 
ped into boxes or handed over to the PR department), The form 
should make provision if the employee wishes to remain uniden¬ 
tified to his superior or to the investigation committee. 

The investigation committee, whose task is to scrutinise and 
study the suggestions, must meet frequently (every alternate day or) 
once a week) and the employee should be informed whether his 
suggestion has been accepted or rejected. If accepted, the employee 
may be informed about any prize coming his way and how the 
prize can be collected. If the suggestion is rejected, the employee 
can be requested to contact a particular official in the PR depart¬ 
ment who will inform him as to why his suggestion has been 
rejected. The PR department will have to work out its own commu¬ 
nication system so that suggestions are quickly communicated to top 
management and to the departments concerned. 

The PR department will also have to deal with the opposition 
of the workers’ unions. For it is a fact that workers’ unions and 
employee groups do not like Suggestion Schemes as they feel 
that the suggestions are usually to increase productivity and effi¬ 
ciency without increasing wages, Also many suggestions are to 
prevent the employment of more workers by getting extra work 
out of the existing workers. Sometimes the workers can be saved 
from the anger of their unions by not; announcing their names 
and keeping the Suggestion Scheme anonymous, 

The chief merit of the suggestion scheme is a psychological 
one. It converts a “complaining employee” into a “suggesting 
■employee.” For while complaining is a bad for the morale of the 
workers suggesting is definitely a morale booster, especialy, if the 
workers know that the management listens with interest; to their 
suggestions. Mot only does the Scheme provide the management 
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with a valuable feedback to its policies and programmes but it 
also improves the confidence of the employees in the management 
of the company. 

Case Example i 

In the MixupCo. at Bhandup there was always trouble as 
the Manufacturing Department complained that production was 
held up every now and then resulting in tremendous loss on 
account of the Stores being unable to store the required material 
and supply it when needed. The storekeeper on the other hand 
complained that the space available to him was limited and he could 
not store up things on the chance that the Manufacturing Depa¬ 
rtment might ask for them. The war of words went on for several 
months when a perfectly simple solution was offered through the 
Suggestion Box by a shy young accountant who had just joined 
the company. He suggested that the Manufacturing Department 
should prepare a list of its possible requirements and give it to 
the Stores every fifteen days so that the items could be stored 
and kept ready. Somehow this perfectly simple solution had not 
occured to either the Manufacturing Supervisor or the Stores- 
keeper who were busy in accusing each other of non-cooperation. 

REVIEW QUESTIONS 

1. What is Public Relations and how is it related to Communication ? 

2. What are the two aspects of Public Relation ? 

What is meant by internal and external Public Relations ? 

3. Is it necessary that every organisation should have a Public Relations 
Department? 

4. Is it true that while the practice of Public Relations is recent most of the 
, things of which Public Relations is made are not new ? 

5. Show how Public Relations is fundamentally an attitude of mind rather than 1 
a series of operations. 

6. What is the purpose: oF Public Relations ? Can public, relations be, used to 
sell sub-standard products ? 

7. Show how Public Relations is a two-way communicating process based on 

mutual understanding. I q ; ' 

8. Mention some of the things that Public Relations is and is not, 

9. Explain the difference, if any, between Public Relations and Propaganda, 
and Public Relations and Publicity or Advertising. 

10. 1-Iow does a Public Relations Department communicate with outside publics? 

11. Explain the term 'publics’ as understood by the Public Relations man and 
show how he tries to reach these publics. 

12. How can the PR man use the Mowing for external communication: (a) * 

radio and television, (b) press relations, (c) questionnares, opinion polls and I 

surveys, (d) Open House Programmes, (e) fairs, shows and exhibitions, (f) 

public services films, (g) conferences ? I 

13. Why does the PR department have to bother about internal communications ? 
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14 , How can the PR man use the following for internal public relations. (a) 
house journals and bulletins, (b) film shows, (c) press clipping service, (d) 
radios and public address systems, (e) product and photographic exhibitions, 
(f) visits to sister institutions and pilot projects, (g) social get-togethers and 
community programmes ? 

j5. Mention some methods of making a PR’s programme effective. 

16. How can the PR Department organise a Suggestion Scheme so as to improve 
upward internal communication ? 

17. What is a Suggestion Scheme? How does it work? 

18. Describe the usefulness of Suggestion Scheme to business houses. 

19 You have been appointed as the P.R.O, in a factory which has been experi- 
’ encing labour trouble and communication problems. Explain how you would 
organise an employee Suggestion Scheme to improve efficiency and trade 
relations. 

■ 20. Why do trade unions oppose Suggestion Schemes ? 


21. Write short notes on the following: 

(i) The function of a Public Relations Department. (B.U. June IW) 

22. Discus, the importance ot the Public Relation, Depart™* and explain how 
it justifies its role i ) promoting better human relations. (B.U. May 1980) 




The reason why House Organs and Press Hand-Outs are being 
dealt with in the same chapter is that both are aspects of journalism 
ot journalistic-writing. It is for the same reason that the first sect¬ 
ion of this chapter will be devoted to explaining the methods and 
style of journalistic reporting and writing. 

Row to Write a Report: 

Today most newspapers report news in what is known as 
the climax form , in preference to the “chronological form” 
which was followed in the last century. In the climax form the 
main event is given first (death of 50 persons in an air crash, theft 
of gold from , a vault, or visit to the city by a dignitary) and the 
succeeding, paragraphs contain relevant but less important details 
for the reader who has more time. By following this pattern the 
man in a hurry can get the news immediately by glancing only 
at the headlines and the first paragraph. 

Example : 

Re-exam depends on court verdict: Minister (Headline) 

The.SSCE board could take a decision on whether to hoi-j 
^-examination in Physics and Biology papers or not only after 
the city civil court gave its final decision. This information wan 

given by the minister for education in the Maharashtra assembly 
on Monday, ' 

(less important details are given in successive paragraphs) 

Today, interpretative reporting is w important aspect of jour- 
mlisrn and both the editor of a House Journal and the writer of 
a Press Hand-out must know about it. This is specially tm . fo,. 
those companies which manufacture products or materials ahour 
Which the people do not know much and about which they tM .' 

th?l° ^ ^ “ mp,c!tity of t* 1 ' "»°*m world Jl 

the diverse fields of specialisation require that the report should 

the event!" *»» *» explain the backpound to 

Interpretation gives a deeper sense to news. It exoluirt- it 
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“editorialising” or giving opinions. Interpretation of background, 
must be strictly objective and free from bias. To say that, "the 
education minister has appointed a committee to inquire into- 
the quality of teaching in Delhi schools”, is simple news. To 
explain why the education minister appointed the committee is 
interpretation. But after explaining it to remark that the education 
minister’s action is “contrary to his own published view” is an 
opinion and, therefore, not interpretation. 

Usually interpretation is called for when the news item is 
likely to be unfamiliar-to the reader. A military coup in Peru 
requires no interpretation to Peruvian readers, but Indian readers 
generally unfamiliar with political trends in that country, 
will require interpretation, Similarly news items dealing with 
scientific, technical, artistic or economic problems might require 
interpretation, Over-enthusiasm in interpretative reporting can be 
as dangerous and as undesirable as underinterpretation of news 
items. The reporter should remember that when a story is self- 
explanatory it will be misunderstood if interpreted, 

The Form of a Newspaper Report 

The lead is the opening of a news item. It may consist of 
two words, two sentences or even a paragraph. It is important 
as it determines the entire structure of the story, introduces the 
topic and attracts or repels the reader. It summarizes the news 
and thus helps the newspaper to perform the basic function of 
conveying information. Rudyard Kipling, journalist and author, 
advised sub-reporters to be sure that the lead itself answers the 
six basic questions What, Where, Why, When, Who, and How, The 
“who” is frequently the opening element, This is true sometimes 
even when the who carries less importance than the other elements. 
The reason is apparent. Who is the human element in the story 
and it may introduce the characteristic prominence. If a famous 
man does something, say the opening of a clinic, the story should 
begin with that person’s name. The name is a magnetic attention- 
getter. 

The What is more important than the Who when the event 
described holds more interest than those taking part in it. In a 
stabbing or a house-breaking story, involving no outstanding 
personality, names may mean nothing to the reader. In such cases 
the incident should be brought to the fore, 

The When should be introduced in the lead but never should 
the lead begin with it. It is not good to begin tire report by giving 
the time and the. date. 
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The Where or place.of the event, is always of importance, 
in the sense that proximity or its absence is one of the factors 
influencing reader response, and it may be essentia to su 
interest. Like the When the place element does not often op. 
lead. Yetit may take the first place in some; example, 1 aslilcent 
the historic city, has been chosen for the ensuing Indo-Pok 
.summit.” 

The Why comprises the test of the story. Sometimes the why 
can become the feature of an action story. It may take much 

more than surface investigation, and often mote than one follow¬ 
up story, to king to light the genuine underlying causes, the 
real why. 

The How relates to what has occured. How is always the. 
narration of events or action. The how comes to the front only 
when the action is mote important than the people e.g„ In a 
■surprise raid today, the crime branch seized 20 kilos of gold 
from a Marine Drive flat and arrested three persons for alleged 
smuggling.” 

Essentials of Journalistic Reporting 

Certain qualities are necessary to produce a good press report. 

(1) The report must be detached, the report must not take 
sides. Let the reader form his own opinions after reading the 
objective facts. 

; (2) The tone of the story must be suited to the theme. A 
news item about the invention of a new hair-growing tonic can 
be presented humorously but certainly never the news of an 
accident in which several people have lost their lives. 

(3) Every newspaper has an editorial page where the views 
of the editors and the proprietors are voiced. To express opinions 
or editorialise while reporting is not only journalistic bad man¬ 
ners but an insult to the intelligence of the readers. To write, 
“the students of Bombay University went on a rampage yesterday 
and burnt the Vice Chancellor’s residence” would be considered 
.'fair reporting. But to write, “true to their mentality and tradition, 
•the students of Bombay University went on a rampage” is 
editorialising and in bad taste. 

(4) Do away with redundancies “At 3 p.m., in the afternoon ” 
is redundant writing. 

(5) Shirt-sleeve English is the language of most newspaper 
reportings, e.g. “to buy” is better than “for the purpose of 
of purchasing.” 
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(6) : Use short sentences, and a short first paragraph. Use 
-vigorous English., not forgetting to strive for smoothness. Be 
positive, not negative. 

(7) Provide background and interpretation when necessary or 
required. 

•Specimen Newspaper Report with Interpretation 

STUDENTS UNCOVER TEMPLE CARVINGS 
By Our Correspondent 

KAKINADA, April 4 : A cleaning operation by college 
■students has heightened'the architectural beauty of the 9th century 
‘Siva temple at Samalkot, built by the first Chalukya king, 
.Kumararama Bheema. 

The king ruled from 872 A. D. to 921 A. D. and built his 
■capital in the Samalkot area, in East Godavari district. 

Thirty-six students of Maharani College of Paddapuratn 
■camped at Samalkot, 12 km. from here, last week for their 
•operation. 

Their main task was to break a two-inch coating of lime 
■accumulated as a result of years of white-washing of the temple 
-walls. This has once again brought to light beautiful carvings and 
inscriptions of archaeological importance. 

Two sasanas '(edicts) on the walls throw light on the cultural, 
linguistic and political attainments of the Chalukya dynasty. 

The temple has a large number of mandapas and prakaras, 
..Among them is a 100 pillared mandapa built by King Bheema. 
Among the important inscriptions brought to light are those of 
’King Vishnuvardhana (10th century) and another of the 18th 
■century. 

IPRESS HAND-OUTS 

The Press Hand-out or Press Release is the chief way in 
•which a business organisation can transmit news to newpapers 
and magazines. Unfortunately most press releases are so badly 
.drafted that they end in the wastebasket without being printed. 
'If the press releases ate prepared with a little extra care and 
effort they would find their way into print and perform the very 
useful function of communicating news and information about the 
business organisation to the public. It should be remembered 
that a press release is not an advertisement. For an advertisement 
the company has to buy space. A press release is information 
that is printed by ’the newspaper by way of news on the ground 
•9/B.C. 
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that this information will be of interest and value to the reading: 
public. No doubt a press release does indirectly give ‘publicity’ 
to the company and it should be noted that this lcind of publicity 
that comes in the form of a short report in the regular columns 
of the newspaper is far more effective than a full page advertise¬ 
ment inserted at great cost in the same newspaper. This is because 
while people suspect the claim made in advertisements by tradition, 
they expect newspaper reports to be objective and informative. 

The events on which the press releases are based could be 
of different types. A V. I. P. could be invited to visit the 
company and a report of his speech or visit could be sent to the 
newspapers along with photographs (photographs speak ■ louder 
than words), or direct information about promotions within the 
company, appointment of experts, manufacture of new products, 
scientific discoveries by the research cell of the company, plans 
of company expansion, study tours abroad by members of the 
management, news about collaborations with foreign, companies 
could be prepared in the form of newspaper reports and sent to 
the newspapers for publication. Sometimes the press is invited 
to a function and while the function is in progress the reporters 
are served (along with tea and refreshments) with a carefully 
prepared ‘hand-out’ giving the aims, objects, plans and'achieve¬ 
ments of the company as the chances are that these items will 
be included in the newspaper report of the function' that appears 
in the newspapers the next day. It should, however, be remembered 
that it is not the policy of the press to advertise business 
organisations in its news columns and the-hand-out should be- 
carefully prepared. It is better not to distribute a hand out that 
seeks unwarranted publicity for the organisation as this will only 
irritate the reporters. 

HOW TO PREPARE A PRESS RELEASE 

If you are giving something to the press tcbe printed, there 
are certain golden rules with which you should comply : First, 
state very clearly from whom the information is coming; state 
clearly to whom it is going and whether there is any fixed time 
when it can be released; put a clear headline (in capital letters) 
at the top showing what it is all'about; put a telephone number 
(also for night calls) so that the newspaper office can phone to 
verify or clarify the information. Then, in the body of the release, 
in as few lines as possible, say what, where, when, who, why 
and how. 1 
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In addition, an advertising journal gives the following do’s- 
and dont’s: 

...in writing the release avoid superlatives. If they are required 
the editor will add them. 

...keep an up-to-date mailing list so that you can address the 
release to the proper sub-editor and not to his predecessor. 
...try to follow what happens to your releases so that by check¬ 
ing the published version with the original you will be able 
to improve your future drafts. 

...do not make the mistake of addressing your release to the 
advertising department. Send it to the editor. 

...never make false claims or try to ‘pull the wool’ over an 
editor’s eyes as this will ruin your chances of future releases 
being printed. 

...everyone mentioned in the release should be fully identified. 
...do not use technical language unless the release is intended 
for publication in a technical journal. 

...do not try to get too may items into the release. If you have 
many items, send separate releases. 

...do not try to boost your superiors, run down rivals, or make 
extravagant claims. 

...do not send the same release again if it is not printed. Wait 
till you have something really important to write and then send 
a second one. 

...do not ask to be shown the copy or proof before printing. No 
editor will permit this and your release will never be printed. 
...do not make your release too long. The length of the release 
depends upon the importance of the subject and should be 
enough to cover the main aspects of the subject. 

...And finally,' see that your release is in the form of a newspaper 
report with a proper headline and lead, that contains the who, 
what, where, when, why and how. 

Specimen. Hand-out 1 

THE GLUEBOX CO. LTD. 

Gum Street, 

Bombay-400 001. 

Date t 


From : M.M.Murty, 
Chief P. R. 0. 


FOR IMMEDIATE RELEASE 
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New Managing Director for Gluebox 
Mr Hashu Paru, F. C. A. has been appointed Managing 
Director of the Gluebox Co. Ltd., from 1st June, in place of 
Mr M. Manekshaw who has retired. 

Mr Paru who joined the company in 1967 as Chief Accoun¬ 
tant, has travelled widely and is a member of the Institute of 
Accountants, Management Council of India, the Auditors Body 
and the President of the Taxpayers Association. In 1965 he was 
appointed an observer at the International Conference of Auditors 
and has held distinguished offices in several business and cultural 
organisations. 

Specimen Press Release 2 

THE MIGHTY CO. LTD., 

3, Remote Street, 

Bombay-400 004. 

Date: 


Tel: (day): 

(night): 

From : S. K. Lall, FOR IMMEDIATE RELEASE 

P. R. Department, 

To: _ 



Minister visits new Plastic Plant 

Sbr f _ , Union minister for Commerce visited 

the new plastic plant of the Mighty Co. at Thana on Monday. 
He was taken round by the chairman, Mr. S. J. Parikh, and 
expressed appreciation of the work and the conditions at the plant. 

Later, while addressing about 500 workers of the plant, Shri 
.e xpressed his satisfaction at the fact that the Mighty Co. was 
one of the few private organisations that was implementing the 
policy of‘labour participation in management’ and that one of the 
workers, Mr. Thanawala, had been made a member of the Manag¬ 
ing Committee of the company. Earlier, while welcoming the 
minister, Mr. S. J. Parikh spoke of the 20 years of dedicated, 
service of the Mighty Co. to the nation and its liberal labour 
policies as testified by the fact that in the last 10 years of its 
existence there had been no (incidents of) strikes or lock-outs. 
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Mr. Parikh also expressed the hope that the minister would be 
able to find time some time in December to inaugurate the Toy 
manufacturing unit of the company in Surat as it was the objec¬ 
tive of the company to manufacture low priced toys for children. 

Specimen Press Release 3 

THE MARKETFINE CO. LTD., 

8, Markertfine Lane, 

Bombay-400038 

Tel. No._ 6th May, 1983 

For immediate release 

From: _ 

To: 

J. K. GANGARAM DEAD 

Mr J. K. Gangaram, Chairman Marlcetfine Co., died in 
Bombay on Saturday. 

He started his carter in the office of the textile commissioner 
and later moved to the Ahmedabad Cotton Mills Ltd, He was an 
expert in the textile trade and industry and had attended several 
international conferences. He also contributed several articles to 
textile and trade journals and was the author of “The history of 
the Textile Industy in India.” 

Mr. Gangaram is survived by his wife and two daughters. 
Specimen Press Release 4 
{body only) 

S. Co. has received a letter of Indent for a forging unit 
with an annual capacity of 3,700 tonnes. The company started 
commercial production in 1975. It has received additional power 
from the Uttar Pradesh Power Board to start third shift operations. 
The experience of the last six months does not permit the . man- 
■ agement to make an assessment of the future profitability as the 
ministeel plants are. still vexed by adverse factors. The company 
has started manufacture of special steels in a small way.” 
Specimen Press Release 5 

MESOPS EXCEED TARGET 

“Production in the works of MesopsPvt. Ltd. amounted to 
Rs, 55 crores during the year ended March 1983 as against the 
target of Rs. 48 crores. This was announced by the Chairman of 
Mesops Pvt. Ltd., Mr. L. T. Vasu, at Calcutta today.” 
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Specimen Press Release 6 

RECORD DEPOSIT MOBILISATION 
“The PU Co-operative Bank has establised a new record in 
deposit mobilisation this year, according to its Managing Director, 
Mr. P. R. Shah. 

Deposits of the bank now stand at Rs, 400 crores against 
Rs. 350 crores in June 1983. Mr. Shah said that the deposits of 
50 district co-operative banks has also registered a sharp increase 
from Rs. 200 crores to Rs. 255 crores. The co-operative banks 
had launched a deposit mobilisation scheme last year in each 
district. These additional funds would now be available as loans 
to farmers and also for financing agro-based industries in the state, 
he said”. 


HOUSE ORGANS AND BULLETINS 



Company publications can be of three types—(a) external, (b) 
internal, (c) those that combine both functions, Some large busi¬ 
ness houses produce excellent external house magazines printed 
on the finest quality paper, full of interesting articles with artistic 
photographs and although they are expensive to produce they do 
much to enhance the prestige of the company. They are usually 
sent to shareholders, who feel proud to receive them. The inter¬ 
nal house magazine (organ) is meant for distribution to the^ emp¬ 
loyees of the company, The third type, which combines both 
functions, is really not advisable as the two functions are in fact 
difficult to combine. The prestige magazine will be of little interest 
to shareholders if it contains news about the marriage of Ramesh 
Desai of the printing department to Jyotsna Parikh of the packing 
department. 



The House Organ or Journal is a powerful means of comm¬ 
unication within an organisation and promotes healthy internal 
public relations. The purpose of the House Organ should be to 
entertain interest, amuse, instruct and inform, And it goes without 
saying that the House Organ yields better results if the interval 
between two issues is not more than a fortnight. 

Since newspaper reading is a popular habit with most literate 
people some companies bring out their house organs along the 
lines of newspapers and call them Bulletins instead of Journals or 
Magazines. The difference between a House Journal and a Bulletin 
is not of content but of form; the one being bound like a 

magazine the other being printed on large loose sheets like a 
newspaper. 
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Apart'from giving readers photographs, pictures, and cartoons to 
"interest and entertain, the House Organ includes the resumes of 
'the employees’ achievements in the spheres of work, welfare and 
extra curricular activities. It must also provide human interest 
stories and stories of social events like marriages, affecting the 
•workers themselves. The language used must be that of the com¬ 
mon members of the staff and must be simple so that it is under¬ 
stood by the least educated member. 

When an organisation has many departments or branch offices, 
•the editor of the House Organ should be careful to see that all 
■departments are given news space in the Organ. Care should also 
'be taken to see that the Journal or Bulletin reaches every 
employee and this is the strongest argument against charging for 
the publication (though it is also true that “people value goods 
•which they pay for”). 

In the first part of the book we have already touched upon 
'how House Organs can help the process of internal communica¬ 
tion. In this connection it is interesting to note the ten objectives 
for House Organs that have been catalogued by the American 
•Chamber of Commerce. 

1. Interpret company policies to employees, 

2. Keep employees informed about new developments and 
plans. 

3. Promote employee co-operation and loyalty through 
better understanding of management’s problems. 

4. Explain financial structure and operation of the company. 

"5. Squelch rumours that breed misunderstanding. 

6. Nullify harmful propaganda from anti-business sources. 

7. Promote an employee family concept of mutual aims and 
•benefits, 

'8. Build a favourable attitude on the part of the employee’s 
•family towards the company and the industry. 

9. Foster friendlier press relations. 

10. Build community goodwill for the company. 

In other words a House Journal not only helps to maintain 
industrial peace but also encourages employees to be more pro¬ 
ductive and fosters a spirit of teamship. Item 10, given above, 
refers to building community goodwill for the company. Some 
American companies attempt to achieve this objective by repri- 
®tin 3 the fco.it page of the House organ as an advertisement in 
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some local papers. If this is done, care should be taken that the 
items on the front page have a broad community interest and 
are not a transparent attempt to “sell the company. 

Commenting on the quality of house journals Prof. Northcote- 
Parkinson has the following comments to offer: “In most or 
Europe the employee newspaper is one of the worst excesses of 
communication waste. Most are little more than published mana¬ 
gement bulletin boards, avoiding sensitive issues and lacking the 
level of credibility necessary to do an effective job of communi¬ 
cating anything beyond routine information. The more adventurous 
and enlightened companies have opened the columns of their 
employee newspapers to workers, their representatives, trade union.. 

officials .In this way the employee newspaper becomes a 

forum of meaningful debate on issues of concern to the people 
for whom it is produced.” 

WHAT A HOUSE ORGAN USUALLY CONTAINS 

As a House Organ is meant to be a family magazine it should 
contain, apart from news about the organisation, reading material 
for women and children. Given below are some of the items 
that usually find place in House Organs r 

1. Company news. News about promotions, transfers and new 
appointments. Visits by experts to the company and their 
comments. News about benefit schemes like housing; medicine, 
education started by the company for its employees. News 
about management and accounts of study tours or visits abroad. 

2. Social news. News about employee activities and their social' 
clubs, Mahila Mandals, gymkhanas, or other'group activities. 
Marriages, deaths and births in the families of the employees- 
or the management. Festivals. 

3. Local news. News about, the locality in which the company 
is situated such as the starting of a new school, college, 
dispensary, milk centre, etc. , 

4. General news. Important political and economic events could' 
be very briefly covered. 

5. Entertainment. Puzzles, colour contests, fortune telling. A spe¬ 
cial page could be set aside for housewives and’ another for 
children containing pictures, comic strips, etc. 

6. Editorial. This should be brief and if possible humourous. 

7. Photographs. All the above-mentioned items should be re¬ 
ported with the help of photographs. The more the photographs- 
the more readable will be the House Organ. 
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Some Do’s and Dont’s of preparing House Organs 

1. Do use a clear, bold, easy-to-read type for printing. Provide- 
for pictures, cartoons, photographs and puzzles or other items- 
of entertainment. 

2. Do avoid monotony. Every issue should be different from the 
other not only in the substance of articles and features but,. 
if possible, also in type of printing, colour and layout. 

3. Do use journalistic language (i.e., short,, pithy sentences and. 
short paragraphs). The headlines should be attractive and eye¬ 
catching. 

4. Don’t use pompous language and messages, Do not repro¬ 
duce long messages and lofty advice from superior officers or 
outsiders. Summarise what they have to say in- simple lucid- 
language. Never talk down to the reader. 

5. Do make the Organ “theirs.” The employees should feel that 
the organ represents them and their- views and is- not a mere 
propaganda agent of the management. 

6. Do use humour. The tone of the writing should be friendly 
and, where possible, humorous, it should never be “preachy” 
as most people resent such an attitude. Avoid sarcasm or 
downright ridicule, of anyone connected with the organisation. . 

7. Do print the journal in a language that will be understood 
by the majority of the workers. If workers belong to different , 
language groups then a multi-language journal should be- 
published. 

8 Don’t take sides. The Organ should never side with the 
management or the employees or be partisan when there is 
some inter-department strife. 

9. Do provide fresh news and information. Don’t reprint articles 
or stories which the workers are likely to-have read in other 
magazines or newspapers. 

10. Do make it interesting for women and children. Since the 
House Organ is a family journal the editor should provide- 
some reading material for women (cooking recipes or knitting- 
patterns) and short stories or colour contests for children. 

11. Don’t charge the employees of the organ, and if you must' 
charge them, then see to it that the charge is low. 

REVIEW QUESTIONS 

1, Why is it necessary to have some knowledge of journalistic writin^for the. 
preparation of Press Release and House Journals ? 
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2. What is meant by 'using the climax form’ in a newspaper report ? 

3. What is meant by interpretative reporting ? Why is it necessary ! 

•4. What are the 5 W’s and H of report writing ? Give examples. 

5. What is a Press Hand-out? Who prepares it and why ? 

6. Why are press hand-outs important for the businessman ? 

7. What should a press hand-out contain ? What are the do s and dont s ol a 
good press hand-out ? 

8. Prepare press hand-outs for the following: 

(a) New welfare scheme for workers of your company. 

(b) The starting of a recreation centre for employees, 

(c) Visit to your organisation by a V.I.P. 

(d) Amalgamation of your company with another. 

(e) Buying a rival concern. 

(f) Visit abroad by your Managing Director. 

(g) Announcement of scholarships by your organisation. 

(h) A scientific discovery by your laboratory, 

9. What are the three types of company publications ? Is the House Organ 
the least important of these ? 

10. What is the difference between a House Journal and a Bulletin ? 

11. What should be the purpose of a House Organ? What should be the 
objectives of the House Organ from the management’s point of view ? 

12. How can a House Organ be made interesting to read ? 

13. Mention some do’s and dont’s of preparing a House Organ. 

34. Explain the advantages of publishing a house organ. (B.U B.Com. June 1979) 

15. Discuss the role of house journals and press hand-outs ir. promoting better 
public relations within and without an organization. (B.U,B.Com. May 3980) 

16. Write a short note on ‘Press Hand-outs’, (B.U,B.Com. April 1981) 

17. Explain and illustrate the way in which a business organisation transmits 
information to newspapers and magazines and prepares press-releases. 

(B.U. F.Y.B.Com. April 1982). 

18. What is a house journal ? What purpose does it serve? 

(B.U.S.Y.B.A. Nov. 1980). 

19. Discuss the significance and functions of a House Journal. 

(B.U.S.Y.BA. April 1981). 



13 A COMMUNICATION POTPOURRI 



We have taken the liberty of calling this chapter a ‘potpourri’ 
as it contains three topics which deserve the attention of the 
student of communication but which do not merit chapters of 
their own. 

COMMUNICATION LOG 

A businessman will find little difficulty in obtaining capital 
and with a little effort he will always be able to find the right 
type of people to work for him; but time is something that no 
•businessman can buy, rent or hire. Time is the scarcest resource 
and unless the businessman learns how to manage ic properly he 
will not be able to manage anything else. To be able to make 
efficient use of time a businessman or an executive will first have to 
record how he has actually been spending his time and then 
decide how to eliminate those things that need not been done at 
all, Mr Peter Drucker gives us a valuable lesson in how to 
■eliminate the time-wasters: “To find these time-wasters, one asks 
of all activities in the time records: ‘What would happen if this 
•were not clone at all V and if the answer is, ‘Nothing would 
happen,’ then obviously the conclusion is stop doing it.” 

We have already noted that a businessman or top-notch 
executive spends nearly ninety percent of his time in communi¬ 
cating. To ensure that he is not wasting his time and to get the 
best out of it the successful businessman or executive will take 
to maintaining a ‘Communication Log.’ The Log will help the 
businessman to plan his communication programmes and avoid 
being flooded or overwhelmed by information (‘information crisis’ 
some experts call this). The need for this planning is very great 
as sometimes the businessman or executive finds he is getting 
bogged down in some particular problem of internal or external 
.communication (like writing a report, or taking interviews) and 
is not able to devote attention and time to other communication 
processes. 

If a businessman studies his Communication Log at the end 
■of each week he will be able to review the communication acti¬ 
vities of the last seven days and can find out how much time has 
been taken by each. This will help him to find out if there have 
been any imbalances and if he has been spending too much time 
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on one activity at tie cost of another. The analysis also helps, 
him to identify new areas of opportunity in the sense that he^us 
a complete picture and can decide what aspects of communica¬ 
tion he has been neglecting and which need his attention. The 
Communication Log, therefore, may be descibed as an analysis 
sheet that enables the businessman to analyse his communication, 
programme and chart his time table for the future. 

COMMUNICATION LOG 


Elasped time 

Start 

Activity 

Analysis &. Remark' 


Monday 


Studied new process 

25 minutes 

9. a.m. 

Visit to K Co. 

of fibre extraction 

150 minutes 

10.15 am 

Interviews 

: Time wasted as pre¬ 
liminary screening 
not done, 

45 minutes 

12.45 

Correspon¬ 

dence 

Time insufficient. 5 
letters pending for 
next day. 

90 minutes 

1.30 

; Working 
lunch 

Contract signed with 
XYZ. Late for Mer¬ 
chant Chamber talk | 


In preparing the Communication Log the businessman should' 
see that adequate importance and time is allotted for (a) internal 
communication, (b) external communication, (c) communication 
with competitors and other businessmen, (d) communication with 
trade union representatives, (e) receiving information about the 
business from external sources like journals, talks and conferences. 
He should also see that the communication programme for the 
day is prepared keeping in mind the communication log of 
previous days. For example, if on Monday he had asked his- 
assistant to visit Madras and report to him on Saturday, his 
communication programme for Saturday must make provision for 
half an hour to receive the report. 

The student should not confuse the maintaining of the com¬ 
munication log by a businessman with the diary that may be 
maintained by his secretary or personal assistant to remind him 
of his appointments, etc. The secretary no doubt helps the busi¬ 
nessman to keep his. appointments, etc. and thus keep to his 
communication log, but the decision as to how much time 
should be given to, the different aspects of the, communication< 
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process will have to be decided by the businessman himself. 
Those businessmen who pride themselves on having very efficient 
secretaries to plan their day’s appointments do not realise that 
while lavishing praise on their secretaries they are exposing their 
own incompetence. The broad decision as to how much time is 
to be devoted to correspondence, business meetings, attending 
to grievances of employees, communicating with branch mana¬ 
gers, etc. will have to be taken by the businessman himself; the 
details can be worked out and the programme arranged by the 
•secretary. 

In the course of a working day, the communication log of 
a successful businessman includes most of the following items: 

(a) reading correspondence and dictating replies, (b) receiving 
and making telephone calls, (c) receiving oral and written reports 
from subordinates and giving orders and instructions regarding 
the same, (d) interviews (for appraisal, reprimand or discussion) 
with subordinates, (e) a visit to sections of the office or factory for 
on-the-spot inspection and discussion with workers, (f) receiving 
salesmen representatives, visitors, customers, clients, other persons 
in the trade, (g) receiving oral and written complaints from 
■customers and employees, and attending to them, (h) business 
lunches or teas with prospective clients, dealers, suppliers, opinion 
leaders, pressmen, (i) attending meetings of chambers of comm¬ 
erce, trade associations and talks by experts in trade, finance, 
taxation, etc., (j) presiding over meetings of employees of depart¬ 
mental heads, (k) small talk, (1) negotiating, (m) stimulating 
workers and subordinates. 

In theoretical terms the communication log of the business¬ 
man will have to spare (a) time to acquire internal information, 

(b) time to acquire environmental and competitive information, 

(c) time to plan organisational moves, product policies and 
future development (d) time to give out information about the 
organisation. 

Case Example : (Communication log) 

Businessman Laxman Desai had a prosperous business, but he 
•was on the point of nervous breakdown. He felt that he could 
mot deal with the business alone and would either have to close 
-down a part of it or take in some partners. Another business 
friend advised him to maintain a Communication Log. When he 
analysed the log at the end of the first week he realised that 
he was not dividing his time properly. Too much time was being 
taken up in dictating letters and answering unnecessary telephone 
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calls He employed an "independent correspondent” and instructed 
his telephone operator on how to pass on routine lnqurms •> 
his manager. By the end of the second week he found how t, 
save time on interviewing and routine inspection. By the end t# 
the month his Communication Log made him feel eoniulum 
enough to handle his business single-handed. 

CASE STUDY AS A METHOD OF LEARNING 

The case study method is one of the best methods of acquir¬ 
ing or learning communication and communication skills. '1 In- 
Harvard Business School developed this method of training an* 
communicating skills. Mr. Keith Devies defines case training «'* 
“a group discussion of a real life situation within a training 
environment.” A group of students is given a true-to-life manat^ 
ment or communication problem and they are required to tlmu 
about the problem and later discuss it with their classmates am* 
instructor with a view to finding a proper solution. This provide -t 
the students with valuable training in analytical thinking an i 
equips them to face similar problems later in the practice or 
their profession. 

While studying the case the students are taught (i) to go to 
the root of the problem and separate it from superficial Issues* 
(ii) to organise the relevant facts with the help of specimen 
reports and charts, (iii) to consider all the possible alternative 
solutions and answers and not hastily opt for the first one tliaf. 
comes to the mind, (iv) to select the best possible alternative: 
recommended as a solution. Students are also made to realist* tl* o 
two managers of equal competence and ability could opt for different 
solutions to the same problem as the implementation of !,!«- 
solutions depends on the personality and style of each manager* 

Teaching by the case study method requires a skilled ■and 
expert guide. If the case study session is badly handled, it could be¬ 
come a random discussion in which students and teachers exchange* 
their own ideas, preconceptions and opinions, without critical 
examination and without reaching any proper solution. Teaching 
by the case .study method is .expensive and time-consuming ,an.| 
sometimes emphasises the practical aspect of problems with tfr:; 
result that students do not get adequate theoretical training. 

Another criticism frequently voiced against this method of 
teaching is that the ‘cases’ presented to the students do nor cover¬ 
all the facts. This is in fact the chief merit of the case stu.lv 
method, for in real life too, the manager or communicant 
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wili be faced with problems of management and communication 
without having all the relevant facts before him. The case study 
method, therefore, provides the students with valuable training, 
to face such problems in future. 

Specimen Case Study Problem 1 ; 

The Pharmalogy Co. Ltd. has its head office in Bombay and 
a branch manufacturing unit in Sangli, The management in the 
head office has received reports that the factory, production and 
stores managers have got together and cover up one another’s 
faults so that information does not reach the Bombay office. It is- 
also learnt that large sums of money are being misappropriated at 
the time of scrap disposal and company property, cars, and sta¬ 
tionery are being freely used for personal work. There is no pro¬ 
per check on work and storing conditions are bad and unhygenic. 
An attempt to send, inspectors from the Bombay office has met 
with stiff resistance and not only have veiled threats been held 
out to these visitors but they have come up against a wall of 
non-co-operation from the managers and workers alike. Any 
attempt to dismiss one or more persons at Sangli is likely to be 
met with non-co-operation, strikes, and worse, sabotage of the 
manufacturing process. 

Specimen Case Study 2 : 

In the Maxuma Co. at Madras the 1500 workers took a deci¬ 
sion to "gherao” the Chairman of the Board of Directors'at the 
Head Office on the following Friday. The worker’s grapevine 
carried the message quickly to every corner of the factory. Every 
section head received several applications for causal leave and 
sick leave for Friday. Some of them unthinkingly sanctioned the 
leave to the workers. Some of them sensed trouble anefikept the 
applications pending. It was only on Wednesday that the grape¬ 
vine of the executives brought the message to the Chairman. He 
quickly ordered the Personnel Manager not to allow any leave 
for that day. The Personnel Manager called the Union Leaders 
and informed them that no leave would be allowed for Friday. 
The Union Leaders replied that casual leave was a matter of right 
and since the Section Heads had already sanctioned leave in many 
cases it could not be cancelled now. Today is Thursday. How 
should the matter be handled by the management ? 

THE TEN COMMANDMENTS OF COMMUNICATION 

As a summary of the communication theory that we have 
studied so far we give the Ten Commandments of Communica- 
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tion. The Commandments as given below have been framed by 

rjie American Management Association. 

1. Seek to clarify your ideas before communicating. 

2. Examine the true purpose of each communication. 

3. Consider the total physical and human setting whenever 
you communicate. 

4. Consult with others, where appropriate, in planning com¬ 
munications. 

5. he mindful of the overtones as well as the basic content 
of your message. 

5. Take the opportunity, when it arises, to convey some¬ 
thing of help or value to the receiver. 

7. Follow up your communications. 

8. Communicate for tomorrow as well as today. 

9. Be sure your actions support your communications. 

10. Seek not only to be understood but to understand—be i\ 
good listener. 

REVIEW QUESTIONS 

1 What is meant by a Communication Log? Why is it necessary for a busi¬ 
nessman to maintain one ? 

2. What thoughts should a businessman keep in mind while preparing his 
Communication Log for a normal day ? 

3. Why do we say that a businessman who leaves the preparation of his 
communication log to his secretary is incompetent 1 

4. Mention some of the items that would go to make up the communication 
log of a businessman on a normal working day. 

5. You are the proprietor of a small plastic toy manufacturing unit in Trivan¬ 
drum. You have just returned From a tour of the U.S.A. and Western 
Europe lasting one month. Prepare the Communication Log for the first day 
of your resuming work in your own office. 

<5, Why is case study considered to be one of the best ways of learning 
management and communication skills ? 



7. List the advantages and disadvantages of case study training. 

8. Provide a specimen case study problem in communication. 

9. What are the ten commandments of communication ? How do they help in 
developing communication skills ? 

10. Write a short note on the following: 

(i) Communication log (B.U. April 1981). 
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HOW TO WRITE AND DELIVER 
SPEECHES 


A good speech like a good essay, contains an impressive 
beginning, a convincing and persuasive middle and a striking 
close. Like the essay again it must take up only one or two argu¬ 
ments and develop them rathet than be a rambling disjointed 
■piece. Apart from style, the chief difference between *an essay 
and a speech is that while in an essay repetition is undesirable, 
in a speech repetition is not only desirable but also necessary. 
"This is because the written word leaves a sharper impression on 
the human mind while the spoken word is less effective in this 
■sense. 

• Speeches may be informal or formal. An informal speech has 
all the characteristics of a good conversation or a fire-side chat- 

■ casualness, purposeful digression, light jesting and even colloqui¬ 
alism of language. Informal speeches usually take the form of 
■extempore or on-the-spot speeches at parties, family gatherings 
■■or other non-official social occasions. A formal speech is usually 
carefully prepared so that it may be delivered on some formal 

■ occasion or at some official function. 

Formal Speeches 

The inauguration of the activities of associations, the laying 
«of foundation stones, the launching of new projects, the meetings 
•■of shareholders or businessman, press conferences and other official 
functions are examples of formal occasions. Speeches delivered at 
■such’functions must contain a degree of formality to suit the 
•■occasion. This is not to suggest pomposity or stiffness, all that 
■the speaker should guard against is flippancy or undignified lan¬ 
guage.'Stuffedshirt or stiff speakers only succeed in boring audi¬ 
ences and-therefore formal speeches should be so drafted that 
they catch the attention of the audience and sustain interest. 

Humour in speech-making, so rare in our country, is one 
•way to sustain the interest of an audience and remove the stiflingly 
‘formal atmosphere of official functions. But humour in speech 
drafting should be used with care. While iokes and amusing ance- 
dotes are excellent in speeches delivered at clubs, educational 
institutions and most official functions, they are in very bad taste 
if used, let' us say, while declaring open a home for disabled 
soldiers or a clinic’for cancer patients. 

[10/B.C. 
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Just as the occasion determines the tone of a speech, tM? 
content of the speech is determined by the nature of the audiciii.;. 
Not only the level of education of the listeners but also their 
held of specialisation must be considered. An inaugural spree: i 
that contains a lecture on philosophy may impress a group 
mechanical engineers but is not likely to interest them. Similarly 
and this is the great failing of the Indian V.I.P. the achievement'* 
of an individual or of a particular political party are not like., 
to interest a group of academicians gathered for a function like a 
convocation. While drafting a speech, therefore, the studriit 
should bear in mind the nature of the function and try to writ - 
about things that will interest the audience, 

The nature of the audience and its educational level will abu 
determine the language to be used in drafting a speech. While ii 
is always good to avoid pomposity and hackneyed phrases. (// ; * 
my proud privilege, it gives me great pleasure, etc..) a speaker nwv 
allow himself the use of technical phrases and language ii the 
nature of the audience justifies the occasion. The Chairman oi ,» 
company addressing a board of directors or financial experts cm 
use economic and specialised terms, but simpler language shun',I 
be used while addressing the general body of shareholders. Word.* 
should be carefully chosen keeping in mind their impact and 
meaning. An audience is quickly irritated by a continued repeti¬ 
tion of familiar words such as “good”, “quite”, and “it”. A 
good speaker will also guard against slang and 'colloquialism*. 
Phrases like “you see”, “you know”, “a lot of” which conic 
easily to the lips are quite out of place when frequently used in 
speech making on formal occasions. 

The logical development of ideas in speech drafting is very 
important. Nothing irritates an audience more than a speaker win? 
leaves ideas incompletely expressed and dies from topic to topic, 
or rambles incompletely on different themes. The safest cour. r 
to adopt in speech drafting is to take up one or two ideas, Jew* 
lop them in an interesting manner, illustrate them and then-stop, 

A logical development of ideas implies continuity. One vet. 
often hears a speaker begin with a “bang” and end with h whim* 
per. A good joke or fine opening passage is very well as longns 
the speaker knows howto follow it up and link it with the main 
theme of his speech. A good speech grows in strength instead of 
diminishing. It is often better, therefore, to begin on a low' h*v 
and then build up to a climax rather than allow the speech to 
fi::le out after a promising beginning. 
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IIow to anc j j) e n ve r Speeches 

In speech drafting short sentences should be preferred to long 
ones, for, as every speaker knows, long sentences are not only a 

strain on the listener’s attention but also create breathing difficub 
ties for the speaker himself. 

Ideas should be so presented that they are easily understood. 
Wherever possible the speaker should try to repeat the idea in 

a different form and with illustrations. This will help to drive 
tim arguments home. 

Matter to be included in a Formal Speech 

1. 1 he speaker’s feelings (joy, pleasure, interest, curiosity, 
or honour) at being present on the occasion, 

2. The importance or significance of the occasion or function 
t:o the coimtry/comtnunity/locality. 

3. Justification for the speaker to be present on the occasion- 
his competence to address -iris interest in the project or scheme. 

4. A few words of encouragement or congratulation to the 
organisers, founders, pioneers or workers. Here as many names 
as possible should be mentioned, for people like to hear about 
other people and, above all, they like to be praised. A few polite 
words about the intelligence or good behaviour (specially while 
addressing students) of the audience might not be out of place. 
Some Do’s and Don’ts of Speech Drafting 

1. Do not try to cover too many points or aspects of a 
problem; you should choose a few important point’s and drive 
them borne with the help of illustrations and repetition. 

2. Define and explain the terms and subject? you are speaking 
about. Especially when words like ‘art’, ‘value’, ‘science’, ‘mora¬ 
lity’ occur you should be very clear in your own mind as to their 
exact meaning. Use the dictionary and the encyclopaedia, 

3. While taking part in a debate, symposium, seminar or dis¬ 
cussion guard against the “red-herring”, e.g„ irrelevant matter! 

4. Guard against the non-sequitur, i. e., false deduction of 
reasoning. For example : “He plays cricket; he must be a gentle¬ 
man or He reads a lot : lie must be a wise man”, 

5. Do not try to reply to another speech without having 
carefully heard what the speaker lias said, 

6. Do not‘play to the gallery’ by indulging in cheap jokes or 
jibes. 

7. Never point out the grammatical, personal or other defects 
and mistakes of previous speakers. Also do not out point out 
glaring contradictions as the audience will have noted them. 
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Just as the occasion determines the tone, of a speech, the 
content of the speech is determined by the nature of the audience. 
Not only the level of education of the listeners but also their 
field of specialisation must be considered. An inaugural speech 
that contains a lecture on philosophy may impress a group c.« 
mechanical engineers but is not likely to interest them. Similarly 
and this is the great failing of the Indian V.I.P.~~the achievement ; 
of an individual or of a particular political party are not likely 
to interest a group of academicians gathered for a function like a 
convocation. While drafting a speech, therefore, the student 
should bear in mind the nature of the function and try to write 
about things that will interest the audience. 

The nature of the audience and its educational level will also 
determine the language to be used in drafting a speech. W'nilv it, 
is always good to avoid pomposity and hackneyed phrases. (It is 
my. proul privilege, it gins me gnat pleasure, etc,,) a speaker may 
allow himself the use of technical phrases and language if rlu* 
nature of the audience justifies the occasion. The Chairman of a 
company addressing a board of directors or financial experts can 
use economic and specialised terms, but simpler language should 
be used while addressing the general body of shareholders. Words 
should be carefully chosen keeping in mind their impact ami 
meaning. An audience is quickly irritated by a continued repeti¬ 
tion of familiar words such as “good”, “quite”, and “it”, A 
good speaker will also guard against slang and colloquial isms. 
Phrases like' “you see”, “you know”, “a lot of” which count m 
easily to the lips are quite out of place when frequently used in 
speech making on formal occasions. 

The logical development of ideas in speech drafting is very 
important, Nothing irritates an audience more than a speaker who 
leaves ideas incompletely expressed and flies from topic to topic, 
or rambles incompletely on different themes. The safest course 
to adopt in speech drafting is to take up one or two ideas, deve¬ 
lop them in an interesting manner, illustrate them and then-stop, 
A logical development of ideas implies continuity. One very 
often hears a speaker begin with a “bang” and end with a whim¬ 
per. A good joke or fine opening passage is very well as long a*, 
the speaker knows howto follow it up and link it with the main 
theme of his speech. A good speech grows in strength instead of 
diminishing. It is often better, therefore, to begin on a low fey 
and then build up to a climax rather than allow the speech to 
fizzle out after a promising beginning. 
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In speech drafting short sentences should be preferred to long 
ones, for, as every speaker knows, long sentences are not only a 

strain on the listener’s attention hut also create breathing difficul- 
ties tor the speaker himself. 

Ideas sll0ulcI te so presented that they are easily understood. 
Wherever possible the speaker should try to repeat the idea in 

a different form and with illustrations. This will help to drive 
the arguments home. 

Matter to he included in a Formal Speech 

1. The speaker’s feelings (joy, pleasure, interest, curiosity, 
or honour) at being present on the occasion. 

2. The importance or significance of the occasion or function 
to the country/cnmrnunity/locality. 

3. Justification for the speaker to be present on the occasion— 

his competence to address.his interest in the project or scheme. 

4. A few words of encouragement or congratulation to the 
organisers, founders, pioneers or workers. Here as many names 
as possible should be mentioned, for people like to hear about 
other people and, above all, they like to he praised. A few polite 
words about the intelligence or good behaviour (specially while 
addressing students) of die audience might not be out of place, 
home Do’s and Don’fs of Speech Drafting 

1. Do not try to cover too many points or aspects of a 
problem; you. should choose a few important points and drive 
them home with the help of illustrations and repetition. 

2. Define and explain the terms and subject® you are speaking 
about. Especially when words like ‘art’, ‘value’, ‘science’, ‘mora¬ 
lity occur you should be very clear in your own mind as to their 
exact meaning. Use the dictionary and the encyclopaedia. 

3. Wlnle taking part in a debate, symposium, seminar or dis¬ 
cussion guard against; the “red-herring”, e.p., irrelevant' matter. 

4. Uuard against the non-sequitur, U, false deduction of 
reasoning. Iw example : “He plays cricket: he must be a gentle¬ 
man or He reads a lot: he must be a wise man”. 

5. Do not try to reply to another speech without havin'* 
carefully heard what the speaker has said. 

jibes 6 ' D " m ‘ Pb * t0t '“' l,v cheap jobs.» 

7. Never point out the grammatical, personal or oilier defects 
and mistakes of previous speakers. Also do not out point out 
glaring contradictions as the audience will have noted them 
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8 See that the speech is not monotonous to tone or pitch. 
Modulate your effects. Even in Shakespeare s tragedies the effects 
are varied-clowning comes before Ophelia’s funera to fo-SWer 
diggers scene and the messenger who brings Cleopatra s asp 
clowns with words. 


Speech Training 

Every public speaker must train himself to speak clearly, 
distinctly, with correct modulation and with the correct accent 
and pronunciation. With the help of a dictionary or a Darnel 
Jones pronouncing dictionary the correct received pronunciation 
of words should be learnt. Indian speakers in English will find 
it easier to learn the diction and accent of English by studying 
the stress on syllables in words. This is important as most Indian 
languages being derived from Sanskrit do not have syllabic stresses. 
The pause is a very powerful weapon in the armoury of a public 
speaker and he must practise how to pause in order to create an 
effect. 

Nervousness 

It is natural to feel nervous before and while speaking in 
public. Good speakers, however, convert this nervous energy to 
aid their eloquence. Excessive nervousness can be controlled on 
the physical side by taking deep breaths before going up to speak 
and on the mental plane by keeping a firm grip on the subject 
and rehearsing the opening words of the speech. 

How to Prepare and Deliver the Speech 

There are four ways of preparing the speech (after it has been 
drafted) for delivery 

/. Memorising the speech: This method suits persons who 
have a good memory. They can prepare the speech in advance 
phrase by phrase and even gesture by gesture. Mapy people not 
only find it difficult to do this but even dangerous as they run 
the risk of their mind turning ‘blank’ after a few sentences. 

2. Memorising points'. This method is preferred by persons 
who have good memories but do not have the time to prepare 
the speech word by word. They memorise some points and ela¬ 
borate or expand them as they go on speaking. 

3. Brief notes: Persons with weak memories prepare brief 
notes on slips of paper and speak with their help. 

4. Reading the speech : This is the accepted form of public 
speaking in seminars or academic and scientific conferences at 
which papers are read.” Reading does not mean putting your nose 
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into the paper and mumbling into the mike. The speaker should 
familiarise himself with the type-script so that he can look up 
from time to time (or at the end of each sentence) and establish 
eye-contact with his audience. 

Gestures and Posture 

The speaker must stand before the audience in a relaxed but 
erect posture. He should not lean on a chair or drape himself 
over the lectern. The hands should not be crossed over the chest 
or put in the pockets. They should either be behind the back 
or used to grip (lightly) the lectern. The feet should be in a 
stable position (“at ease” and not “at attention”) and should not 
be kept shuffling. The eye should move easily from section to 
section of the audience and the speaker should try to establish 
eye—contact with all present in the hall. 

Do's and Dont’s of Public Speaking 

1. Do not start speaking while you are still getting up from 
your chair. Walk calmly to the mike (where there is one), 
face the audience for a moment without speaking and then 
address the chairman. 

2. If you have not had the chance to test the mike earlier then 
it is safer to tap it to see if it is working before you start 
your speech. 

3. Do not immediately get to the central point of your speech. 
Begin on a low key so that the audience has time to get used 
to your personality, your voice and your way of speaking,. 

4. Do not begin with a joke of an irrelevant nature. Humour 
should arise out of what you have to say and should not 
just be added. 

5. Use sentiment or emotion only if the occasion calls for it (a 
condolence meeting or a farewell speech) For all other public 
speaking occasions, the businessman must rely on logic and 
reasoning rather than feelings, 

6. The businessman will hardly have occasion to speak in ‘orato¬ 
rical’ style and hence he should cultivate a friendly, Wr-a- 
cup-of-tea’ style of public speaking which is likely to prove 
very effective: with the kinds of audience he will be called 
upon to address, 

Speech at the Opening of a New Electrical Unit 
Ladies and Gentlemen, 

We have been privileged today to help in a work which 
will be of greatest benefit not only to ourselves but also to our 
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children. Personally I ara proud to be associated with this event. 
Belonging as I do, by virtue of my ministership, to that group 
of disliked people known as V.I.P.s, I have to inaugurate all sorts 
of institutions, from beauty parlours to “Burra Bazaars . But it 
is functions like the one we are attending today that give me a 
teal sense of satisfaction and make me feel that all inauguration 
functions are not a waste of time. 

No one can deny the fact that cheap electricity is one of 
the highways to national prosperity. In spite of the great effort 
put in by the government after Independence we are still lagging 
far behind not only the Western countries but also Asian coun¬ 
tries like Japan. We cannot regard ourselves as even half-way to 
progress until all the villages in this large nation have been given 
the benefit of this magic invention of man. This, I believe, is not 
a very difficult task considering the great water-power resources 
that we possess. 

The romance of electricity lies in the enormous number of 
uses to which it can be put. Apart from lighting our bouses, it 
can be used for heating and cooking and for a hundred and one 
labour-saving devices. To those of us who live in cities the roma¬ 
nce is almost non-existent because we have grown so used to 
electricity that we take it for granted, To be happy sometimes 
one must be unhappy. To appreciate and value again the great 
benefits of electricity, city dwellers should be deprived of its use 
for some days. Imagine the chaos that would result in a city like 
Bombay if power supply were to be cut off only for one day. 
Imagine the disruption of communications, the thousands of 
offices without lights and fans, building without lifts, the theatres 
empty and the thousands of streets darkened at night. Imagine 
in short, the life of the city coming to a stand still, I mention 
this to bring home to you the great benefits and the sense of 
pleasure that will be experienced by millions of our countrymen 
when this great gift of civilisation reaches them in their far- 
flung villages. 


Cheap and easily available electrical power is the ctving need 
of our nation today, I congratulate the Spirex Electrical Co, in 

I “n “ tk “• 1 trust hope their activi- 

e ,r d T andreaC f m0te of our counlr ?“® in t’leir 
d, ant „ lages. It ts with a .same of genuine pleasure therefore 

that I declare open this new electricity generating station. 
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’Inauguration of N.S.S. Unit 
My young friends, 

As your Vice-Chancellor I feel proud to stand before you 
this morning on account of what you have been doing in the field 
of social service. Prof. Kulkami has thanked me for making this 
trip to holghat, leaving behind my official work in the city. 
Indeed there is no occasion to thank me. for I consider this inau¬ 
guration of the rural camp of the University N.S.S. unit to be a 
Tar more rewarding experience than the signing of twenty official 
papers in my office. 

The real India lives in its villages. We, city dwellers, arc a 
privileged minority who enjoy luxuries and benefits that our less 
fortunate brothers in villages cannot even dream about. As a 
small price for this we should he prepared once in a way to 
make a trip into the rural heartland and lend a helping hand to 
the people living there. We could build roads for them, dig 
wells, and, what is more important, instruct them in howto live 
clean and hygienic lives. While undertaking this work you should 
not be overcome by a sense of superiority and talk down to the 
villagers. In social service, the frame of mind of the social worker is 
more important than the work he does, You have not come here 
to do charity. You should feel humble and grateful that you have 
'been given this opportunity to serve your own countrymen and 
'the country. 

To talk of India's poverty is now a commonplace. But is 
this poverty really chronic ? Cannot India, with her large and 
abundant natural resources, suppport its population ? Yes, item. 
Provided the people are taught to utilise these natural resources 
properly. I would like our N.S.S. unit to address itself to this 
problem and try to spread scientific knowledge among our villagers. 
Per this you must first receive adequate training yourself before 
you come here. Having received this training in scientific know¬ 
ledge if you fan out into the countryside and help the villagers 
on a basis of “one helps one”, within a period of ten years, many 
of the areas that are arid and backward today will be flowing 
with milk and honey. 

What I have said is by no means intended to detract from 
the good work you have been doing so far and I wish to express 
my appreciation for what you are doing in this remote Maha¬ 
rashtrian village. It is with great pleasure and a sense of pride 
that I declare this camp open. 
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Speech at the Opening Ceremony of a New School 
Ladies and Gentlemen, 

As the first citizen of our city it gives me immense pleasure 
to preside over the opening ceremony of the first Marathi medium 
school for this suburb. Since Independence it has been the consi¬ 
dered policy of our Government to give education to more and 
more people. Indeed it is because of lavish aid from the Govern¬ 
ment of Maharashtra that the starting of this school has been, 
made possible. 

I am told that this suburb, which has already some very 
well-established schools imparting education in other regional 
languages and even in English, did not have a single Marathi 
medium school. Parents had to send their children to the 
neighbouring suburb and even to the city proper for instruction 
in Marathi schools. This was a serious defect which cried for 
remedy. I heartily congratulate the S.P. Mandal on having rend¬ 
ered this suburb a singular service in the form of starting its 
first Marathi medium school. 

A venture like this involves the unstinted and selfless labour 
of several persons. The members of the S.P, Mandal have been 
known for their dedication and whole-hearted enthusiasm for all 
humanitarian, social and educational work. This is not the proper 
occasion to catalogue names but I wish to make special mention, 
of Mr. K.M. Joshi who I am told has been the inspiration, and 
the brain behind this successful project, 

This school is forunate in having as its Principal right from 
the start a man of exceptional academic and literary distinction, T 
refer to Mr. M.P. Karnik who will be taking charge of this insti¬ 
tution from the 1st of June. 

Under such able guidance as that of Mr.Karnik and the com¬ 
mittee of the S.P. Mandal, the school cannot but be a very 
successful educational venture. I wish it all success and glory 
in the years to come. I thank the organisers of this function for 
the delightful opportunity and honour that they have conferred, 
upon me and I formally declare the school open. 

Speech to celebrate U.N. Day 
Ladies and Gentlemen, 

Human memory is notoriously short. We tend to remember, 
moreover, what is pleasant and forget that which is painful. la¬ 
the gaiety of the sixties and seventies we have forgotten that 
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thirty-five years ago the world was involved in a holocaust that 
staggered imagination. As entire cities were destroyed and an 
entire generation of youth was lose, people despaired of the 
future of the human race. But the human spirit conquered the 
evil and from the very ashes, so to say, of the World War was^ 
erected the edifice of the United Nations. 

Then, as now, the United Nations represents the spirit of 
man at its noblest; the spirit that conquers all evil created by 
man himself in the forms of war, famine, and exploitation. Today, 
especially in our country, there is a tendency to write off or 
belittle this great human achievement, perhaps because we are 
annoyed at its political incompetence and its attitude during ouc 
last conflict with Pakistan. This is a most undesirable trend, for 
the future of the UN depends entirely upon the support and. 
encouragement it will get from its member nations. Let us there¬ 
fore teach our young people to respect this world body and 
strive to make it more effective. 

Politically, it is true, the world body has proved increasingly 
disappointing. We have forgotten its achievements in the Sues, 
in Korea and the Congo. Being animals of the present our eyes 
are focussed only on the fact that it has been helpless in the 
case of Vietnam and Kashmir, Perhaps we are in for greater 
disappointments in the future for as long as certain select countries 
possess the power of “veto” and as long as they want to use it 
to further the ends of their cold war the Security Council, i.e. 
the chief executive body of the U, N., will be deadlocked and 
helpless in any international conflict. And yet there is hope in, 
the General Assembly which in the fifties passed the historic 
‘Uniting For Peace’ resolution in the face of an helpless Security 
Council, Hope also lies in amending the constitution of the U.N. 
so as to break the monopoly of power enjoyed by the select 
members. Let us build up public opinion for this t purpose all 
over the world. 

The real achievement of the U.N. lies in its “silent” agencies- 
the WHO, the UNESCO, the UNICEF, the ILO which without 
fanfare or newspaper headlines have been working to improve 
the lot of mankind economically and socially. What these agencies 
have done in the matter of spreading education, war against 
diseases, help to refugees and the welfare of children represents 
a saga of human achievement, unparalleled in human history. If 
some day the U.N. succeeds in establishing permanent international 1 
peace it will be because of the work of these agencies and not 
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because of the political deliberations of the Security Council or 
General Assembly. For the agencies are attacking the disease 
itself and not the symptoms. The symptoms are war and destru- 
ction but the disease is inequality, exploitation and socio¬ 
economic backwardness. As the preamble to the Charter states: 
Since it is in the minds of men that wars are started it is in the 
minds of men that the weapons of peace must be found. 

On this day let us, therefore, dedicate, ourselves as Indians 
and as citizens of the world to work for a greater and a stronger 
U.N. For ultimately it is in the strength of this world body that 
our strength and the strength of all civilized men will rest. 

Opening a Fair or Exhibition 
Ladies and Gentlemen, 




I have been honoured by the t organisers of this fair who 
have asked me to declare it open and I shall do so as briefly as 
possible so that I do not keep you from inspecting and buying 
many of the pretty and useful things that we see around vis in 
the colourful stalls. 

Those who have never organised a function of this sort can¬ 
not imagine the amount of work and fore-thought that are needed 
by the organisers. Our city owes a debt of gratitude to these 
workers, seen and unseen, who have made the holding of this 
fair possible. Others must be thanked for their liberal help in 
the form of advertisements and donations. All of us sympathise 
heartily with the object of holding this fair—namely, our local 
charities. I hope, ladies and gentlemen, you. will show your 
sympathy for the cause and your appreciation of the great and 
selfless efforts to the organisers by spending all the money you 
may, have in your purses and pockets. If you go home penniless 
—you can have the satisfaction of knowing that your money has 
been well spent. It is going where it will do most good. 

Anc * ncnv 1 shall not inflict my words on you any longer. It 
is with great pleasure that I declare this fair open. 

Chairman’s Speech to Shareholders-1 
Ladies and Gentlemen, 

Before I proceed to the formal business of- this meeting it 
18 my me lancholy duty to refer to the loss we have suffered 
recently in the death of Mr. Kamath, one of our directors. His 
•personal qualities of head and heart endeared him to all and 
served as a valuable asset to this organization. On this occasion 
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hilTfamily^ W €XteiU * dUr SinCere sym P at hy t0 members of 

lou will note that the share capital of our company has 

increased from Rs._to Rs. ___ owing to the issue of 

--no. of shares last year. This year we are writing off Rs. 

—•—— as depreciation. The profit for twelve months is Rs._ 

The profit after making provision for taxes, depreciation, director’s 

feesandmanaging director’s remuneration is R<.__The 

• dividend on Preference shares takes Rs.__, leaving Rs.__ 

A dividend of 10% on Ordinary Shares will absorb Rs._ 

leaving a surplus of Rs._Out of this surplus it is proposed 

t0 carr v Rs._ JO the Reserve Fund and the balance of Rs. 

—__js added to our carry-forward, making the total Rs._ 

Assuming that there will be an absence of labour trouble we 
may be able to reap in the next year more fully the fruits of 
our past labour. Our branches already cover most of South India 
and in the next year it is proposed to represent our company 
more fully in the North. All the branch offices have been func¬ 
tioning in the most satisfactory manner, I would be failing in my 
duty if I did not pay a well-deserved tribute to the loyalty of 
our branch managers who have worthily upheld the traditions of 
; our company. I must also thank the dedicated workers in the 

head office who have made the successful growth of this company 
■possible. 

Though our company has been faring well as an individual 
'unit, its future success cannot be divorced or separated from 
the. general economic atmosphere in the country. Some of the 
•recent actions of the government in the name of “socialism” have 
justifiably alatmed the business community. And increased taxation 
and mounting unemployment continue to be two of the darkest 
features of the present economic climate. It is estimated that at 
the end of the next Plan there will be as many as 40 million 
•desperate job-seekers in India. These are urgent problems to 
which the government must address itself first, taking, if necessary, 
holiday from political bickering and government toppling. 

I am happy that in our . own small way we, in this company, 
•are contributing to the economic growth of the country. Left to 
•ourselves we shall continue to do so for many years to come. 
Chairman’s Speech at General Meeting-2 
Ladies and Gentlemen, 

. It gives me great pleasure to welcome you today to the tenth 
.Annual General Meeting of the company. The report of the 
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directors and the audited statement of accounts for the year 
ended 31st August 1979 have been with you for some time anil 
with your permission I will take them as read. You will be glad 
to know that your directors have recommended a dividend of 13 
per cent and that your company has maintained a steady rate of 
growth in terms of sales and production. 

I take this opportunity to welcome the new shareholders 
and wish to place on record our sense of appreciation of the 
investing public which has over-subscribed the new issue of 
shares by four times. 

It would be well worth the while to examine the conditions 
in the transport industry to which the fortunes of our company 
are linked. In the last few months there has been'an increase of 
5 % in the manufacture of trucks and buses while that in the cut- 
segment has been minus. The market for two and three wheeler 
vehicles has shown an upswing of 28% owing to the various scooter 
projects under implementation and the improved efficiency of 
railways during 1976-77. Your company proposes to participate 
significantly in this market. 

Your company directors considered several products as part 
of the diversification programme of the company before finally 
deciding upon the manufacture of pistons. The project was iden¬ 
tified as early as 1975 and the company went into trial produc¬ 
tion seven months later. In the first phase the manufacturing plant: 
had an installed capacity of 14 million rigs which has since been 
sought to be increased to 22 million rigs. In this connection we 
wish to express our sincere thanks to the Circle Ring Co. which 
has collaborated with us and helped to train our principal officers, 
and technicians. 


I wish to express my thanks to the financial institutions, 
banks, our dealers and customers for their good wishes and assi¬ 
stance in our expansion programmes. I would like to record 
our sense of appreciation of the excellent work put in by our 
executives, workers and staff. My special thanks to Mr Mac Duck 
from our sister organisation in the U.S.A. who has come out to 
be with us on the occasion of the tenth Annual General Meeting. 
Thank you. 

Speech to welcome a Chief Guest 
Ladies and gentlemen and my young friends * 

tefo et,7 CiPai ° f th A COlIege * * "V'iptoft Ud PCM. 

d “ TOrm ™ d hea «y "' ck °me to out distinguished 
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•chief guest for this morning, Sliri., the chief minister of our 

state. In spite of his many and urgent engagements he has been 
kind enough to spare one hour of his valuable time to be with 
tis this morning to inaugurate the college co-operative stores. 

Our dynamic chief minister needs no introduction to anyone 
here today. But what is more surprising is that I too need not 
tell him all about our college for he knows all about it. It was 
with great delight that I came to know a few minutes ago that 
Shri studied upto the Intermediate Arts level in this institu¬ 
tion. Little did we know when we invited him here today that we 
would be getting one of our own old boys to revisit his alma- 
mater. 

Sir, this year the college has decided to start a co-operative 
for the benefit: of the staff and students of the institution. The 
co-operative movement has been growing in strength in our 
country after Independence and it is a subject for special study 
for our undergraduate students. It was felt that there was no better 
way to teach them the subject and also to involve them in the 
movement than by starting a stores in the college building. The 
share capital of the Co-operative Society that will run the Stores 
has been contributed by the Store too has been handed over to 
a committee of three teachers and three members of die Students’ 
Council. The Store intends to supply books, stationery items, and 
even consumer products like soaps, food-grain, provision, etc at 
special discount: rates to all the shareholders, who at present 
number 500. 

As I mentioned earlier Shri.has many demands upon his 

time and I do not want to, take up that time by delivering a long 
speech of my own. I therefore request Shri....,, to address the 
gathering and declare our store open. 

Chairman’s Speech at a Seminar 
Ladies and Gentlemen, 

I am proud and happy to be associated with a seminar of 
die kind that we are about to hold in this hall today. We have 
with us a galaxy of scholars who will read their papers on the 
importance of Communication in Business. We have with us Dr. 
Rrnhy an eminent psychologist who will deal with the problems 
of human communication and relations, Dr. Miss Gutty who is 
an expert in speech training and physiotheraphy. Mr. Fuliday, 
who is the Principal of the Correspondence School of Bombay and 
who will inform us about the problems of written communica- 
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tion and Dr. Starstripes who is our visitor from the U.S.A., where 
he heads a well-known Institute of Business Management and 
Communication. 

I am an ordinary businessman and make no claim to scholar¬ 
ship or research in the field of Communication and yet I must 
confess that willingly or unwillingly I have had to engross myself 
in problems of communication, for modern business, on a large 
or small scale, has become so complex that the businessman who 
has not acquired communication skills cannot survive. Without 
trespassing on the field of academics I would venture to say that 
more than an art or science communication is a skill. I am happy 
that so many of our young businessmen and students are taking 
interest in this subject as can be seen from the large audience 
here before me. I am confident that today’s seminar will prove 
of great practical and theoretical help to young people who wish 
to become managers. 

Coming to the programme for the day, we shall have paper 
reading by our guest speakers till 12.30 p.m. at which time we 
shall adjourn for a ‘working lunch.’ The delegates to this confere¬ 
nce will he divided into four groups so that they can have lunch 
with our guest-speakers. The discussions which will start at lunch 
time can be carried on till 3 p.m. After the tea break we shall 
re-assemble in this for a demonstration lecture by Mr. Goolgy. ] 
now call upon the first speaker of the morning Dr. Miss Gutty 

to read her paper on “Oral Communication Skills.” Dr. Miss 
Gutty. 

Vote of Thanks at the End of the Seminar 
Mr. Chairman, Ladies and Gentlemen,. 

We have been together now for three days bound by the 
chains of communication. We have exchanged thousands of words, 
all in the interest of better communications, and the uniquJ 
privilege of having the last word has fallen to ray lot. Ladies and 
gentlemen, as the secretary of the Maharashtra Communication 
Association it is my very pleasant duty to propose a vote of 
thanks. 

First, I thank our chairman Mr. Rojer who, leaving his busi 
ness and multifarious activities, has been with us for three du'w 
patiently presiding oyer every session, tactfully moderating and 
controlling and in all respects providing an object lesson in pra- 
ctmal chairmanship (which students and delegates please note). 
Next, my thanks go to our guest speakers and visitors Dr. Miss 
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Gutty, Mr. Fuliday, Dr. Ruthy and our special guest from the 
States Dr. Starstripes. We have, all greatly benefited by their 
scholarly exposition of the subject. 1 have the pleasure of announ¬ 
cing here that the papers read out at this seminar are shortly to- 
be published in book form by the M.C.A. 

I am grateful to all student delegates and other observers- 
for attending the lectures and the training programme and helping 
to make them a success by their _ keen and eager participation. 
And I would be failing in my duty if I did not thank the mime- 
i ous workers and well-wishers present and unseen without whose 
enthusiasm and encouragement this seminar would not have beep- 
the spectacular success that it has been. Thank you. 

Election of a Company Director 
(Proposed by the Chairman) 

Gentlemen, 

Apart from having the privilege as your Chairman of decla¬ 
ring a dividend high enough to he satisfactory to all there is- 
nothing that can give me greater pleasure than to he the mouth 
piece for proposing that: one among us, well known for his inte¬ 
grity, Jiig'ii chai.ictei ami sound business ability, should be given 
the opportunity of serving our Organisation. I refer to Mr...'. 

I have known Mr.for many years, as no doubt many others 

do, as our city’s foremost expert in taxation. He has already made • 
his services available to us on numerous occasions at the request 
of the hoard of directors and our company has greatly benefitted, ’ 
by his expert opinions and advice. I feel it is in the best interest 
of our organisation to have Ins services available stall times and 
what: better method could there be of doing this than by electin'* 
him one of our directors here and now? I am sure that the pro¬ 
position now being put forward by me—that he be elected to a 
directorship.will readily find u seconder. 

Resignation of a Director or Official 
(Announcement by secretary or chairman) 

Gentlemen, 

Since the distribution of the printed Report to the sharehol¬ 
ders Mr . has informed me, to ray great regret, that owing to 
his being nominated by the government as the full-time managing 
director of the State Commerce Corporation he will be compelled 
to resign most of his directorships and among'them that of our 
company. 
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On behalf of the shareholders, board of directors and mem- 
' bets of this organisation, I take this opportunity to express our 
deep appreciation of the many services rendered by him and 
■■further to express the sentiment that should it become possible 
in the future for him to resume his association with our company 
•we shall welcome him once more to our Board. 

.After dinner speech by a Businessman to his Employees 
Friends, 

I thank you for requesting me to say a few words on the occ¬ 
asion of this very pleasant evening that we have spent in one 
: another’s company. It warms my heart to see the cordial and 
friendly atmosphere that we have in our organisation and I thank 
■ each one of you for creating this harmony. In all large houses 
these must be a head and liands-just as the human body has a 
directing brain and limbs to obey the brain’s orders. But unless 
the hands work with the head and unless the limbs respond 
. quickly and willingly to the mind they are practically useless, 

On the other hand if the brain commands wrongly the man 
: becomes vicious and a criminal—a curse to society and to him¬ 
self. Perfection either in a man or in a machine implies clearness 
of head and capable obedient members. This is the secret of 
success: honesty and ability in command and obedience and 
loyalty in service. It is because our firm possesses these qualities 
that we have been able to make great advances since we started 
■seven years ago. 



I take this opportunity to express my heartful appreciation 
■ of not only your efficiency and loyalty but also your concern for 
the firm’s good. You in this organisation, have that extra bit of 
'snap* that makes all the difference to an organisation and disting¬ 
uishes the zealous workers from the merely competent, You have 
shown, my dear friends, time and again that you have heart in 
your work and I am grateful to you. Thank you. 

Farewell to a Business Colleague on his Retirement 
Gentlemen, 

The work we have to do this evening is both pleasing and 
melancholy. We are about to say good-bye to a very old, deeply 
loved and highly respected colleague with whom some of us have 
worked for more than half a lifetime. The pleasant aspect of this { 
gathering is that we are wishing our dear friend health and happi- 
ness and presenting him with a wrist-watch as a token of our f 

■esteem. Perhaps a watch is not a very appropriate gift for him, f 
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when a man retires the importance of correct time-keeping 
teparts. The catching of the 8.33 Andheri local which was impor¬ 
tant for Pradipkumar till today is no longer an important daily 
task. But if gifts arc valued according to the affection that pro¬ 
mpted them and not according to their utility then our little 
watch will be a treasured possession for Pradipkumar for with it 
:go our great affection and regard for him. 

We are saying farewell to Pradipkumar as our colleague this 
evening. But though he will no longer be our colleague I expect 
he will often drop in upon us a friend-or meet us at the old 
Irani restaurant at the corner of Bell Lane for a cup of tea. When¬ 
ever he meets one of us there will always be a glad welcome for 
him. Old colleague, farewell! Dear old friend, we hope to see you 
often. 

Presenting a Wedding Gift to a Young Colleague 
Ladies and Gentlemen, 

We have got together at the beginning of our lunch hour for 
a very delightful ceremony—to congratulate our young colleague 
Hector DeSouza upon his marriage and to wish him and his char¬ 
ming bride a long and happy life together and to present him 
with a gift as a token of our good will. This is a very moment¬ 
ous step that Hector is taking—a step that some of our old bache¬ 
lors present here have not yet dared to take-but apparently 
Hector is undaunted. “Getting married” said the old priest to a 
young maid one day, “is a very serious matter.” “But it is not: 
half as serious as remaining single”, replied the young one. 
Apparently Hector shares her view. 

Recently we have all observed a change in our Hector; he 
•has been going about with a song on his lips as if a great burden 
•had been lifted; from his shoulders—and so it has, the burden of 
bachelorhood. You now join the ranks of the happily married 
and on behalf of all those present I wish that you enjoy endless 
years of married bliss, In the name of your colleagues in this 
• office I ask you to accept as a wedding gift this fitted travelling 
bag. It will come in handy on your honeymoon, and perhaps on 
many subsequent happy journeys with your wife. 

-Send-offf Speech 
Ladies and Gentlemen, 

Parting, they say, is sweet sorrow. We shall greatly miss the 
smiling face -and -.cheerful presence of Sunil Gosh. He leaves us 
Ill/B.C. 
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this evening for the United States to explore ‘fresh fields and 
pastures new.’ Sunil has been in this office with us for four 
years now. In this short period of time he has endeared himself 
to one and all as is proved by the large number of us here 
this morning. 

I remember the first day that Sunil joined us. He came up' 
to me in the canteen and called me ‘dad’ and indeed since that 
day I have always regarded him as my son. We had tea together 
on that day and he confided his hopes and aspiration to me. 
There is nothing mean or secretive about our young friend and 
it is this quality of frankness that will open the door of success 
to him in future. I know that I am expressing the heartfelt wishes 
of all of you when I bid Sunil ‘au revoir,’ for we hope to see 
him again, whenever he visits India. 

Speech at a Condolence Meeting 
Ladies and Gentlemen, 

We are meeting this afternoon under the shadow of death. 
A cruel fate has snatched young and healthy Mukund Dutt from* 
our midst. When the news of the tragic accident that took his 
life reached me yesterday I was stunned. It is all very well to 
console ourselves with the thought that ‘those whom the gods 
love die young.’ It is a poor consolation for his aged father who 
relied on him and for us, his near and dear friends. 


In the midst of life we are in death; nothing illustrates this- 
more vividly than the sudden demise of Mukund, We will not 
forget his sweet amiability and helpful nature. There are many 
here „>vho have memories of how Mukund was always available 
for help or assistance of any sort. Ironically, in his death we 
have Been given -an opportunity to repay him for the many favours 
that he has ungrudgingly done to us. As you know he was the 
only means of support for his aged and sick father; as a small 
token of our remembrance and affection for the deceased, it is 
proposed to raise a small fund to help his parent. lam confident 
you will all contribute generously to this. 

In conclusion, on behalf of all of us, I extend our heartfelt 
and sincere condolence to Mukund’s father and pray that the 
Almighty may have mercy on the soul of the, departed. 

REVIEW QUESTIONS 


i. What arc the cbaracterafc of a good written speech? What points shool 
you bear in mind while drafting a speech ? s ou 


2. What is the difference between formal and informal speeches? 


m 
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3. Mention sonic do’s and dont’s of good speech drafting and good speech 
delivery. 

4. Write brief notes on: (a) speech training, (h) posture arid gesture, (c) mem¬ 
orising the speech, (d) public speaking for the -businessman 

5. A college in the city has just switched over to the regional language as the 
medium of instruction. You have been asked to inaugurate the activities of 
the new academic year Draft a speech for the occasion, emphasising the 
need for a continued study of English. 

fi. A reception is being given to a group of foreign students in your college. 
As secretary of the Reception Committee draft the speech that you would 
make on the occasion, 

7. You have been asked to inaugurate the All India Small Scale Producer’s 
Conference. Draft the speech that you would make on the occasion, 

8. As the Minister of Commerce and Industry, draft a speech for the purpose 
oi addressing the annual meeting of the Bombay Junior Chamber of 
Commerce. 

As the Chairman of a paper mill company draft a speech to be readout 
at ihe annual general meeting of shareholders. 

If), Yo.i have been invited to address a condolence meeting for a national 
leader. Draft the speech you would make on the occasion, 

11. You have been invited to deliver the inaugural speech at a Career Confer* 
cnee in your city, Draft the speech you would maxe on the occasion. 

12. Mr. Doshi the General Manager of your company is resigning his post and 
leaving for Italy on a government mission. Draft a speech in your capacity 
as secretary of the company's Officers' Association for delivery on the 
occasion of the send-off function. 

13. Draft a speech for delivery on the occasion of the silverjubilec of your firm, 

14. Draft a speech for delivery on the occasion of a ceremony in your company 

to felicitate the oldest worker- a peon-.for having completed 35 years of 

unintmupted service. 

15. At a condolence meeting called to mourn the death of Mr. Desai (one of 
the partners of the firm in which you arc the accountant), you have been 
asked to speak. Draft the speech you would deliver on the occasion. 

Ki, Assume that the Vice-Chancellor of the Bombay University is invited to 
inaugurate the Rural Camp of the University N.S.S. unit. Draft the speech 
he would make on the occasion. (B.U. B.Com. MH) 

17. A senvnar on the Role of Small Industries is organized at Pune, You have 
been invited to give the keynote address. Draft the speech you would make. 

(B.U. June 147')) 

18, As the Chief Guest, draft the speech you would make on the occasion of 
the opining of a free hospital in a rural area. (B.U. F.Y.B.Com, May 1982) 

19. As the Chief Guest, draft the speech you would make on the occasion of 
inauguration of an Institute for Company Secretarial students. 

(B.U, May 1980) 

20, As the Chief Guest, draft the speech you would make on the occasion of 
the opening of a free hospital in a rural area. (B.U, B.Com, Dec. 1980) 
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2 i the Minister for Social Welfare has been invited to inaugurate a Recreation 
Centre for the physically handicapped. Draft the Minister’s speech for the 
occasion. (B.U. B.Com. April, 1981) 

-h fa Principal, you have been invited to address the first meeting of the 
*'"* student's Council of vour college. Draft the speech you would make on the 
occasion. (B.U. F.Y.B.Com. April 1981) 

21 As Principal of a college you have invited the C.M. to open a Students’ 
Co-operative Stoie at your college. Draft your speech, welcoming the Chief 
Guest, (B.U. S.Y.B.A. Nov. 1980 

24 , y ou are invited to inaugurate the Debating Association of a college. You 
are requested to express your views on "Reserved scats for backward classes" 
in vour speech. Draft your speech on the occasion. 

(B.US.Y.B.A. April 1981) 

25, 'As president of the local Lions Club yoa invited a leadiig industrialist to 

open a hobby centre for students, Draft your speee'i, welcoming the chief 
guest. (B.U, S.Y.B.A. May 1982) 


minutes of meetings 


t, Mi f U ^ es are a written record or account of business done at 
a Board Committee or General Meeting. After they have been 
SI f, nC , ] Chairman the Minutes become a permanent and 
official document of the company organisation. The secretary 
should, therefore, take care to see that the Minutes are accura- 
ely and fully written. The Companies Act lays down in detail 
howthemmutes of Companies are to be written and maintained but 
even voluntary’ and non-profit making organisations, societies 
and. associations do keep brief minutes of their public and 
semi-public meetings. 

The Companies Act of 1956 mentions that the Minutes of a 
company meeting shall be evidence of die proceedings recorded 
therein which can be produced as such in a court of law The 
Act also presetibes: 

(0 every company shall have the minutes of its meetings (whe¬ 
ther General or of th.e Board of Directors or of a Committee of 
the Board) written in a book specially kept for that purpose 
within thirty days of the meeting; 

(ii) every page of the Minute Book shall be initialled or sig¬ 
ned by the Chairman of the same meeting in the case of General 
meetings and by the same, or Chairman of the next meeting in ' 
the case of Directors’ meetings. The last page of the Minutes of 
each meeting shall be signed and dated by the Chairman; 

(iii) the Minutes must be directly entered in the book. Typing 

or printing the minutes and then pasting them in the book is 
not permitted; ' 

(iv) if any appointment of officers has been made at the 
meeting this shall be included in the Minutes; 

(v) the names of directors attending the meeting should be 
given m the case of meetings, of the Board of Directors or of 
committees of the Board. The Minutes should also mention the 
name of any directors who have dissented from or agreed to the 
passing of a particular resolution at the meeting; 

(vi) the Minute Book shall be kept open for inspection by 
members for at least two hours on every working day at the 
registered office of the company. Members can also, by giving 
proper notice and by paying a nominal fee, be entitled to be 
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furnished with a copy of any Minutes they may want to have. 
This provision, however, does not apply to Minutes of Board 
Meetings in which confidential matters are sometimes discussed. 

Two Ways of writing Minutes 

The secretary may decide to write the minutes as ‘ Minutes 
of Resolutions” or as "Minutes of Narration.” In the first case 
the minutes do not contain any reference to the discussion, voting, 
etc. that took place at the meeting, only the formal and final re¬ 
solutions as passed are recorded. In the second case the secretary 
gives a brief account of the trend of the discussion and the voting 
pattern concernig the resolutions before giving the resolution it¬ 
self. The second method has the advantage of being a more accu¬ 
rate and faithful record of what took place at the meeting. It 
also enables the secretary to place on record other matters which 
may have been discussed but regarding which no formal resolu¬ 
tions have been passed. 

Tiie Secretary’s Duties with respect to Minutes of Meetings 

The company secretary has a great responsibility with respect 
to the writing and maintaining of a proper Minute Book. Given 
below are some of the important aspects which he should not 
over-look. . 

1. Each page of the Minute Book must be numbered and 
should have a lefthand margin of about two inches. Each minute 
should be numbered and indexed. Indexing the minutes is impo¬ 
rtant for future reference and the method followed in most com¬ 
panies is to number the minutes consecutively and index them 
alphabetically. Routine items like "signing the minutes of the last 
meeting” need not be indexed. 

2. Limited companies keep two Minutes Books one for the 
minutes of meetings of shareholders and the other for minutes of 
the meetings of directors. 


3. A proper heading should be given to the minutes of 
each meeting. The word "Minutes and the name of the 
company need not be mentioned in the heading as these are 
already there on the cover page of the Minute Book. The heading 
must mention the nature of the meeting, the date, the time and 
p ace at which it was held. Example : “Extraordinary General 
Meeting of first preference shareholders held on 2nd October, 
at 3.30 p.m. at the registered office of the Company, 12, 
veer Nariman Road, Bombay I”. 
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■4. Except in the case of Board Meetings the names of those 
who propose and second a resolution maybe given. In the case 
•of Board meetings the minutes must clearly give the names of 
'those directors, if any who have dissented from or not concurred 
with the passing of a particular resolution. 

5. All matter that is defamatory to any person, irrelevant or 
'immaterial or which is detrimental to. the interest of the company 
•should be kept out. 

■6. If at a meeting any officers of the company have been 
appointed or if the tenure in office of existing officers has been 
•continued this must be clearly mentioned in the minutes along 
with the full names of such officers. 

7. The minutes should clearly indicate if the resolution that 
has been passed at a meeting is a special or ordinary one. In the 
■case of a special resolution the minutes should state the number 
-of members who voted for and against the resolution. 

8. To avoid too many alterations in the final minutes a prac¬ 
tice has developed in India for secretaries to prepare draft minutes 
-of Board Meetings in adyance and distribute them among mem¬ 
bers at the time of the meeting. The secretary should also take 
care to see that the minutes are signed by the Chairman within 
the time limit laid down by the Companies Act. The signing of 
the minutes by the Chairman is known as "Confirmation of the 
Minutes.” 

'The Agenda as a help to Minute Writing 

If the minutes may be described as a record of what was done 
■at a meeting then the Agenda may be described as a list of things' 
that are to be done at a meeting. An intelligent secretary will 
take great care over preparing the agenda as not only will this 
’help the Chairman to conduct the meeting smoothly and efficiently 
but will also make the preparation of minutes an easier task. A ! 
good agenda is usually so worded that with the alteration of a 
‘few words, by the conversion of verbs into the past tense and the 
addition of a few lines, it can be transformed into the minutes 
of the same meeting. 

’Resolutions 

A resolution is a formal expression of opinion by a meeting. 
According to the Companies Act, 1959, resolutions can be of three 
'kinds (i) Ordinary Resolutions (ii) Special Resolutions, (iii) Reso- 
liutions requiring Special Notice. (See Ch. IV). 
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Examples of Resolutions 

(Ordinary Resolution) “Resolved the Messrs Bharucha and 
Desai of N. M, Street Bombay, be and are hereby appointed the • 
first Auditors of the company for the year ending 31st December,. 
19.at a fee of Rs.,,,”. 

(Ordinary Resolution) “Resolved that an application be made 
to the Company’s bankers for a loan of Rs. 7,00,000 for the pur¬ 
pose of building and furnishing warehouses.” 

(Special Resolution) “Resolved that the Articles of Association, 
of the Company be altered as follows: 

(a) That in Article 8 the words be cancelled. 

(b) That in Article 24 the words be inserted after the 
words 

(Special Resolution) “Resolved that the uncalled Equity Capi¬ 
tal of the Company of Rs, 7,00,000 consisting of Rs. 5/- per share 
on 1,40,000 Equity shares of Rs. 10 each, be and is hereby conve¬ 
rted into the Reserve Capital of the Company. 

(Resolution Requiring Special Notice) “Resolved that Sliri 
A. H. Merchant be and is hereby appointed as a Director of the 
Company even though he is a Director of Wold and Fox Co.. 
Pvt. Ltd., the Managing Agents of the Company.” 

(Resolution Requiring Special Notice) “Resolved that Messrs- 
Bharucha & Desai be and are hereby appointed Auditors of the- 
Company for the year ending 31st December, 19,..in place of the 

existing Auditors, Messrs Prabhu & Pai.” 

The Wording of Resolutions and Objections 

There are different ways of wording resolutions. A good com¬ 
mand over the language usually enables the secretary to produce 
the desired effect by changing his style and sentence structure 
Given below is an illustration of how the same resolution can. 
be worded in different ways : 

, ~ ? s , reso 2 ved ' on a "“ion W Ski Mehta, seconded. 

hn Syed, that Ski Pat be appointed Joint-Treasurer of the 
association for the year 1978-1979.” e 


by ari sw'trt', 1 TT d by Shi Meto -«*d 

1978' 79 L ' h ,, S lli Pa ' be a PP°kted Joint-Treasurer for 
Jlo-lJ, was carried unanimously.” 


was zm % kl Tf by Sta 

Treasurer for 1978-79.” b d “ hraby a f’P ointed Job 
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4. “Shri Mehta moved and Shri Syed-seconded a resolution 
that Shri Pai be appointed Joint-Treasurer of the association for 
1978-79.” 

5. “Resolved that Shri Pai be appointed as Joint-Treasurer 
of the Association for 1978-79,” 

Since the minutes must be an impartial and accurate account 
of what transpired at a meeting, objections to resolutions, if any 
must be carefully recorded. It should be carefully noted whether 
a person who has objected to a particular resolution has subseq¬ 
uently withdrawn his objection or protest. If the, objection has 
been withdrawn then it need not be recorded in the minutes. An 
objection may be recorded in one of the following ways: 

“Shri Manek objected to the proceedings on the ground that 
the Secretary has not given seven days clear notice according to¬ 
rtile No...” 

“Shri Manek handed over a written objection/protest to the 
Chairman.” 

The minutes must record whether the objection raised by 
the member was sustained or overruled. 

What the Minutes usually contain 

(1) I he name and the address of the company. When the printed 
letter-head of the company, society, or association is used' 
this is not necessary. 

(2) A brief paragraph which mentions the day, date, time and 
place of holding the meeting. Also whether the meeting was ; 
“Special”, “General”, “Extraordinary” etc. 

(3) A list of persons present and the name of the chairman. Also 
officials like the secretary, legal adviser, etc. if they were pre¬ 
sent should be mentioned as “In Attendance.” 

(4) The resolutions or narration of discussions along with the 
resolution passed. Condolence resolutions are taken up first, 

(5) Resolutions about directors who have been unable to attend 
and who have written to be excused. 

(6) Resolution expressing the vote of thanks to the chairman. 

(7) The signature of the chairman and the date, The date men¬ 
tioned at the end of the Minutes is not the date of the - 
meeting but the date on which the Minutes have been, 
confirmed. 





U70 


Business Communication 


‘Specimen Minutes 

MINUTES OF AN ANNUAL GENERAL MEETING 
Third Annual General Meeting of the Ferzana Company Limi- 
-ted held at 3 p.m. on the 2nd May, 1983, at the registered office 
of the Company, 73, P.M. Road, Bombay-400001, 

•Present 

Shri Firoz Mehta, Chairman. 

Other Directors: 

•Shri Keki Palia, 

Shri Ronny Dolasa, 

Shri Ahmed Rangparia, 

Shri Pramod Sapre. 

'In attendance-.: 

Shri Mukund Galgali, Secretary, 

Shri Farokh Engineer, Auditor, 

Shri Frank D’Souza, Advocate, 

WITH 

100 members whose list is attached at the end, 

No. of Subject of Details of 

Minutes Minutes Minutes 

15, Notice of Meeting ... The Secretary, Shri M, Galgali 

read the notice dated 2nd April 
convening the meeting. 

T6. Director’s Report ... With the permission of the 

members the Directors’ Report 
and Accounts as printed and 
circulated were taken as read. 

17. Auditors’ Report ... Shri F. Engineer, Auditor read 

the Auditors’ report on the 
Accounts and the Balance Sheet. 

18. Chairman’s Speech ... The Chairman made a brief review 

of the prospects of the company. 
He answered questions relating 
to the working of the company 
to the satisfaction of the members 


19. Adoption of the 
Directors’ Report 
and Account and 
the Auditors’ 
Report 'thereon 


present. 

Resolved that the Directors’ 
Report and Accounts for the 
year ended 1st March, 1982, as 
audited and certified by the 

Company’s auditors, be received 
and adopted. 
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120. Dividend 


121. Appointment of 
Director, 


22, Special Business 


23. Vote of Thanks 


26th May, 1983 


Resolved that the dividend reco¬ 
mmended by the directors in their 
Annual Report, viz. Rs, 8.75 per 
Preference Share on 10,000 Cumu¬ 
lative Redeemable Preference 
Share of Rs. 100/- each, and Rs. 
0.95 per Equity Shares on 4,00,000 
Equity Share of Rs. 10/-- each for 
the year ended 31st March, 1982, 
be approved and paid on or after 
the 15th June 1982, to those 
Shareholders whose names shall 
appear on the Company’s Register 
or to their mandatces. 

Resolved that Shri Ronny Dolasa 
who retires by rotation, but being 
eligible offers himself for re-elec¬ 
tion, be and is hereby re-elected 
a Director of the Company. 
Moved by Shri A. B. Patel and 
seconded by Shri G, D. Mehta 
the following Special resolution 
was unanimously passed : Resol¬ 
ved that as per provisions of 
Section .309 off the Companies’ 
Act, 1956, the Directors of the 
Company, other than the Managing 
and fulltime Directors, be and are 
hereby authorised to receive a share 
of the commission of 1% of the 
next profits of the Company in 
respect of each of the four finan¬ 
cial years of the company upto 
and including the year ending 
31st December, 1983. 

Shri A, Rangparia, Director, pro¬ 
posed a hearty vote of thanks to 
the chair. The Chairman replied 
to the vote off thanks and the 
meeting terminated. 

Sd/- 

Feroz Mehta 
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MINUTES OF AN EXTRAORDINARY GENERAL MEETING 

An Extraordinary Meeting of the members of the Shrilata 
Manufacturing Company Limited was held at 3 p.m, on the 22nd 
October 1982, at the Registered Office of the Company, 15, Marine- 
Drive, Bombay, 

Present 

Shri A, K. Paigankar, Chairman, 

Shai P. N. Swatnirao, Director, 

Shri N. K. Mishra, Director, 

Shri B. M. Lalvvani, Director, 

Shri N. P. Pai, Director, 

Shri M. P. Mulgaonkar, Director, 

and 106 more members were present in person. 

In attendance: 

Shri M, K. Kapoor, Secretary; Shri B. H, Hansotia, Partner,. 
Messrs Hansotia & Sons, Auditors of the Company 

—by invitation,. 

Shri A, K. Bailey, Partner, Messrs Bliatt & Bailey,. Solicitors 
of the Company — by invitation,. 

The following documents were laid on the table by the Secretary : 

1. The Proxies, 

2, The Proxy Register. 

1* Notice of the Meeting 

As the quorum was present the Chairman called the meeting 
to order. The Secretary read the Notice convening the meeting 
but not the explanatory statement as it was the wish- of the- 
members that this should be taken as read. 

2, Alteration of the Articles of Association 

by o Shli f'n N ’ i kh and seconded b Y Shri T.K. Vasoo- 
owing Special Resolution was unanimously passed • 

‘‘Resolved that the Articles of Association of the Company 
be altered in the following manner: P Y 

W SUl the ^ of figure 

/,50,000 be substituted for the figure 10,50,000. 

(b) b Clause 7 of the Articles of Association the words 

, ™ st ll,ve be re P la «d by the words "may have ” 

3. Issue of Bonus Shares 

Bad •”**** 
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“Resolved that a sum of Rs. 33,00,000 being a part of the 
amount standing to the credit of General Reserve be capitalised 
-and set free for distribution among the registered holders on 
15th November 1982, in the proportion of Rs. 10/-for every Rs. 
^/-nominal amount of ordinary capital.” 

4. Special Resolution 

Proposed by Shri P. Tanna and seconded by Shri A. Kukrejea 
the following special resolution was unanimously passed. 

“Resolved that Messrs Gehi and Sons be permitted to hold 
the office of Joint Distributorship for the products of the Com¬ 
pany in Tamil Nadu and Kerala for a period of four years com¬ 
mencing from 1st October, 1982, on the same terms and conditions 
as were embodied in the agreement dated 3rd June, 1980.” 

5. Vote of thanks 

Shri N. K. Mishra proposed a vote of thanks to the chair. 
The Chairman replied to the vote of thanks and the meeting 
terminated. 

Sd /- 

Dated 29th October, 1982. a, K. Paigankar. 

MINUTES OF A STATUTORY MEETING 

(Note : A Statutory meeting is usually held only once in the 
lifetime of a company, It must be held not less than one month 
and not more than six months from the date at which the Com¬ 
pany is entitled to start business. The object of holding the 
meeting is to provide shareholders with information, give them 
an opportunity to discuss matters relating to the incorporation 
of the Company, the allotment of shares, etc. and to modify the 
terms of any contract mentioned in the prospectus). 

The Statutory Meeting of the Binaifer Manufacturing Company 
Limited was held at the registered office of the Company on 1st 
November, 1982, at 2.30 p.ra. 

Present 

Shri Mulchand Veri, Chairman. 

Shri Om Prakash Verma, Director, 

Shri Prabhu Rao, Director. 

Smt, Kulsura Desai, Director, 
and 130 members. 

In attendance 

Shri P„ K. Belsode, Secretary. 
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Notice of the Meeting 

The Secretary read the notice, dated 11th October, 1983„ 
livening the meeting. 

List of Members 

The Chairman drew the attention of the members to the list 
•f shareholders that had been placed .on the table and which 
would remain open for inspection by members during the conti- 
luance of the meeting. 

Statutory Report and Chairman’s Speech 

With the permission of the members, the Chairman took the: 
Statutory Report as read. He then gave a background to the 
incorporation of the Company. 

Discussion and Questions 

The Chairman invited the members present to ask questions- 
pertaining to the Statutory Report and the formation the Company. 
The Chairman later answered questions put to him by the mem¬ 
bers to their complete satisfaction. 

Vote of Thanks 

Shri Om Prakash Verma proposed and Shri Sunderam secon¬ 
ded a hearty vote of thanki to the Chair. The Chairman replied 
to the vote of thanks and the meeting terminated. 

Sd/- 

21st December, 1982. Mulchand Verv 

Chairman 

MINUTES OF THE FIRST MEETING OF THE BOARD 
OF DIRECTORS 
FINEX COMPANY LIMITED 

Meeting held at the registered office of the Company on 
24th November, 1983 at 4.00 p.m. 

Present 

Shri A. M. Tara 
Shri T. A. Anjani 
Shri K. M. Gujaral 
Shri P. M, Sherlekar 
In attendance 

Shri M. Murlidhar Secretary 

Shri T. Mogal. Advocate 


Chairman 
Other Directors 
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No, of Subject of Minutes 
Minutes 

1. Chairman of the Meeting 

2, Chairman of the 
Company 


3. Certificate of 
Incorporation 


4. Appointment of 
Secretary 


5. Appointment of 
Auditor 


6. Appointment of 
Bankers' 
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Details of Minutes 

Shri A. M. Tara was elected.' 
to the Chair by the general 
desire of the members. 

It was unanimously resolved, 
that Shri A.M. Tara be and is 
hereby elected the Chairman, 
of the Company and the Board, 
of Directors.” 

Shri T.A. Mogal, Advocate, 
produced the certificate of; 
Incorporation of the Company 
(No.dated,,,,..) 

“Resolved that Shri N. Murli¬ 
dhar be and is hereby appoin¬ 
ted Secretary of the Company 
on a monthly salary of Rs. 
3,800, the appointment being: 
terminable by either side on 
two months notice.” The 
Company’s Advocate was ins¬ 
tructed to prepare the agree¬ 
ment. 

“Resolved that Shri R.K.. 
Shenoy, C.A., be and is here¬ 
by appointed Auditor of the- 
Company on a fee or Rs.-. 
8000/- for the year.” 

“Resolved that a Current Acco¬ 
unt in the name of the Com¬ 
pany be opened with the Head 
office of the Central Bank of 
India and that bank shall be- 
and is hereby authorised to - 
debit the account with all che 
ques and other orders drawn 
upon the account when signed 
on behalf of the Company by 
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'7. The Common 'Seal 


<1:8, .Issue of Prospectus 


any two directors and counter¬ 
signed by the Secretary. And 
all cheques and instruments 
requiring the endorsement of 
the company should be so 
endorsed by any one director 
and the Secretary”. The Secre¬ 
tary was instructed to send a 
copy of the resolution together 
with specimen signatures to 
the bank and attend to other 
details regarding the opening 
of the account. 

The seal of the Company was 
produced to the meeting and 
it was resolved” that the seal 
which has made an impression 
in the Minute Book be adop¬ 
ted as the Common Seal of the 
the Company; that the said 
be kept in a box under lock 
and key and that one key to 
the lock be held by the Chair¬ 
man and the other by the Sec¬ 
retary and duplicate keys be 
deposited with the bankers of 
the Company”. 

ShriT.Mogal, Advocate, pro¬ 
duced and read the draft Pro¬ 
spectus of the Company, He 
stated that all the provisions 
of the Companies Act of 1956 
had been observed. It was 
then resolved “that the Pros¬ 
pectus be and is hereby appro¬ 
ved and adopted and that the 
Prospectus be dated ....and 
signed by all the directors and 
the same be filed with Regis- 
ttar by Shri Mogal.” 
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It was decided to hold the 
next meeting of directors on 

.at,,.,.The meeting 

ended with a vote of thanks 
to the Chair. 

1-Date ; 29th November, 1983 

Signature of the Chairman 

MINUTES OF A BOARD MEETING PRECEDING 
THE GENERAL MEETING 

Meeting of the Board of Directors held at the Registered 
'Office of the Company on 19th November, 1983 at 4-00 p. m, 
^Present 

Shri M. P. Shelelcar in the Chair 
Shri M, H. Panjwani ') 

Shri L M. Thali )> Directors 

Shri A. A. Menon J 

lln attendance : 

Shri IT. B. Hansotia, Secretary. 

Shri M. T. Thamboli, Auditor. 

Shri G, G. Bhat, Advocate. 

'No. Subject of Details of Minutes 

IMinutes Minutes 

102 Minutes of the last ... The Minutes of the last Board 

M ee ting Meeting held on 9th October 

1983 were read, approved and 
signed. 

103 Annual General ... “Resolved that the Fourth 

Meeting Annual General Meeting of 

the Company be held at 5 
p. m. on the '19th December 
1983, in the Registered Office 
of the Company. 

1104 Profit and Loss ... “Resolved that the Profit and 

Account, Balance Loss Account and Balance 

‘Sheet and Report Sheet for the year ended,.,... 

and the Directors’ Report for 
the same period be and are 
hereby approved.” 


12/B.a 
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105 Signature 


106 Despatch of docu¬ 
ments to share¬ 
holder 


107 Closure of Books 


Dated 30th November, 1983 


It was resolved that Shri hi* 
P. Shelekar, Chairman of the 
Board, be authorised to sign, 
the Directors’ Report and that 
Shri M. T. Thamboli and the 
directors be authorised to sign 
the Profit and Loss Account 
and Balance Sheet. The nece¬ 
ssary signatures were then 
affixed. 

The Secretary was instructed 
to send to: the Shareholders: 
(l)the Notice Convening the 
General Meeting (2) Profit and 
Loss Account and Balance 
Sheet (3) The Auditor’s Report 
and The Director’s Report.. 
It was resolved that the Trans¬ 
fer Books and the Register of 
Members be not closed for 
the Fourth Annual General 
Meeting. 

The meeting ended with 
a vote of thanks to the chair, 

Sd/~ 

M, P. Shelekar, 
Chairman. 


MINUTES OF A ROUTINE BOARD MEETING 


. The Sixteenth meeting of the Board of Directors was held at 
the Registered Office of the Company on 6th May 1982 at 3.30 p.m. 

The following Directors were present j 


Shri X. M. Zaveri, 
Shri Y. M. Khanna 
Shri T. A. Dutt, 

Snri T. A. Mankekar, 
Shri R. A. Tamboli, 
Shri M. A. Bhatt, 


Chairman 

Directors 

Secretary 

Advocate,. 
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No. of Subject of 

Minutes Minutes 

Details of Minutes 

201 Minutes of Last 

The Minutes of the last meet- 

Meeting 

ing held on.1982 were 

read, approved as correct and 
signed by the Chairman. 

202 Trading Returns 

The monthly returns of wages 
paid and sales completed was 
read by the auditor and found 
correct. 

203 Cash Statements 

The auditor, Shri R. G, Patel, 
showed an abstract of receipts 
and payments for the period 

ending.1982, The state- 

ment revealed a balance of 
Rs. 1,25,000 in the bank and 
Rs. 15,000 on hand. The state¬ 
ment was checked as correct 
and approved, 

204 Transfer of Shares 

Transfer Deeds Nos. 25, 26, 
27, were submitted along with 
the Share Certificates (Nos. R. 
D. 718, 89 1 304) in favour of 
sundry transferees. The Board 
approved of the deeds and it 
was resolved to affix the Com- 
; pany’s Seal to the Certificates, 

205 Claim by Vasu 

Shri M. A, Bhatt, Advocate, 

and Sons 

read out a letter from Vasu 
&, Sons, claiming Rs. 50.000 
' for alleged breach of contract, 
After a discussion the .claim 
, was considered to he mad- 

,,, missible and the Company’s 
advocate was instructed to 
, draft a suitable reply. 

206 Next Meeting 

The next meeting of the Board 
, was resolved to be held at the 
Company’s office on,,,... .. 

Dated 

Signature of the Chairman. 
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MINUTES OF MEETINGS OF SOCIETIES, ASSOCIATIONS 
ETC. 

Societies that are non-profit making are not required to 
maintain minutes or minute books by any provision of law. Such 
societies do however make it a point to maintain minutes or 
summaries of business transacted at their meetings. 

The Secretary may write up the minutes in the chronological 
order or he might write them in the logical order. In the chrono¬ 
logical order the progress and discussions at the meeting are 
recorded in the exact time-order in which they took place. If 
the secretary writes the minutes in the logical order then he places 
the items in order of importance and usefulness. Minutes written 
in the logical order are more readable and attractive. 

Minutes of a Meeting in the Logical Order 

Minutes of the Meeting of the Managing Committee of the 
College Teacher’s Union. 

The tenth meeting of the Managing Committee was held at 
5-00 p. m. on 22nd November 1983, at the Union Office. 

Professor Shah was elected to the Chair, Professor Mistry, 
Secretary, was in attendance and there was a quorum of 15 
members. 

After considerable discussion it was resolved to start a 
Bulletin or News-sheet which would keep the members informed 
about the activities of the Union. A sub-committee, consisting of 
Professors P. D. Mehta, S, Karnik, K. Daruwala, was entrusted 
with the task of studying the financial and other aspects of the 

January 1984 reP ° rtine t0 the Mana ^ Committee before hi 

„ Profess o r A - B - Chawla suggested that the University and 
Co ege authorities be approached to provide accomodation Co 
College teachers Professor R. G. Mehta, however, argued that 
the matter should not be raised at this stage as the Union was 
a ready negotiating on more vital issues with the authorities. At 
the instance of the Chauman the discussion remained inconclusive. 

Itwas resolved : “Professor Pal and Professor Baal be and are 

with 


* from Profasors N. and P„ who codd“pk “ 
r> and Approved 

Semat v 
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Minutes of the Meeting of a Co-operative Society 

Minutes of the Meeting of the General Body of the Delux 
Co-operative Society held on 4th May 1983, at 2.15 p. m. at 
Cama Hall, 78, Nicol Road, Bombay, 

Members Present 

Mr. Adil Spenser in the Chair and 32 others. 

1. With the consent of the members present the Chairman 
announced that the minutes of the last Meeting of the General 
Body held on 2nd May 1982, which had previously been circul¬ 
ated be taken as read and confirmed. 

2. The Chairman reviewed the activities of the Society and 
praised the work it was doing in spite of the difficult economic 
situation facing the country. He announced that the Co-operative 
Training College being run by the Society at Poona had acquired 
a very good reputation in a very short period of time and was 
likely to be accorded recognition by Poona University in the 
near future, 

3. Several members then took the floor to suggest that similar 
colleges be started in other cities of Maharashtra. The Chairman 
assured them that their suggestion would be placed before the 
Managing Committee at the next meeting. 

4. A resolution was passed to place on record the sense of loss 
and grief of the members at the sad demise of Mrs R. Kanga, 
The Chairman and Professor Syed spoke on the contribution of 
Mrs R. Kanga to the co-operative movement in India. 

5. The meeting unanimously carried a resolution for the 
approval and adoption of the annual report and audited State, 
ment of Accounts. 

6. It was resolved that the budget for the next year, copies 
of which had already been circulated to the members, be received. 

7. Mr. T.M. More, acting Hon. Secretary, then announced 
the result of the elections to the Executive Committee for the 
new year. The following members were elected to the Executive 
Committee. 

1. Mr Prabhu 

2. Mr Desai 

3. Mr D’souza 

4. Mr John 
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8. Mr B. N. Deshpande proposed a vote of thanks to the 
Chair to which the Chairman replied and the meeting terminated. 

% M. More Adil Spenser, 

Acting Hon, Secretary. Chairman 

Dated 

Meeting of an Executive Committee 

The Executive Committee of the North Bombay Lions Club 
met on 4th February 1982, at the Lions Den, Hill Road, Bandra, 
at 5 p, m. The chair was taken by Lion K. T. Roarer and all the 
members of the Executive Committee were present. 

The meeting began with the Lions observing one minute’s 
silence in the memory of Lion Singhania who was a founder 
member of the club and who suddenly died of heart attack in 
January. Lion Roarer praised the services to the community by 
Lion Singhanfa and Lion Grover and Lion Desai also spoke 
about the greatness of the departed soul. 

. Lion Chuckchuckwalla proposed that the Club should take 
up the project of cleaning the congested parts of the suburbs 
Lion Saraff seconded the proposal and a three man committee 
consisting of Lion Chuckchuckwalla, Saraff and Datta was 
appointed to work out the plan for launching a cleanliness drive. 

The Committee unanimously passed the resolution, proposed 
by Lion Mehta and seconded by Lion Grovker, that a film show 
be arranged to raise funds for the free library that the Club pro¬ 
posed to start at Navpada. Lion Mehta was entrusted with the 
work of arranging the date, time, film, and venue on account of 
ins association with the cinematic world. 

The proposal to set up a free medical relief centre which 
bad been mooted at the last meeting of the Executive was taken 
up for discussion. After considerable discussion it was decided to 
defer a decision on the matter as the club did not have any 
medica men as its members. As the proposal for membership of 
t^ee_ doctors was to be taken up soon it was decided that the 
question of starting a free medical relief centre should be taken 
up at that time. K 11 

r - “ 0n to attention of the committee that 

the school and college gears were drawing to an end and that it 
was time to plan and organise the collection of second hand 
schoo 1 and college tea books as was done every year. It w „ 
deeded that the sub-committee that had done such an excellent 
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job of book collection the previous year should be entrusted 
with the work this year as well. 

The meeting ended by Lion Decorator proposing a vote of 
thanks to the chair. 

Secretary Chairman 

Dated: 

Minutes of the Meeting of a Co-operative Housing Society 
The Managing Committee of the Tip-Top Co-operative 
’Housing Society met in Flat No. C-17, on the 6th September, 
1983 at 8.00 p.m. 

The following members were present: 

Sim R. M Choramia. 

Sim Alex D’Souza. 

Professor Kutty Kumar 

In the absence of the Chairman Slid Dev Anand from Bom¬ 
bay, the chair was taken by Professor Kutty Kumar. 

1. Previous Meeting 

The Minutes of the previous meeting were read, approved 
;and signed by the Chairman. 

2. Payment of Lease Rent 

The Hon. Secretary informed the members that the Society 
had fallen in arrears in respect of payment of lease rent and that 
it was difficult to meet the demands of the landlord-lessor as 
there were not sufficient funds. Only 10 out of 35 members had 
paid their full dues to the Society so far. The remaining members 
■were in arrears for months. 

3. Action against Defaulting Members 

After considerable discussion it was decided that stern action 
should be taken against defaulting members. The Hon. Secretary 
was instructed to consult the Society’s lawyer and take whatever 
steps were necessary to recover money from defaulting members. 

4. letter from Promoters 

The Hon. Secretary read out a letter from the promoters of 
the Society', Messrs Sind Rajasthan Company, claiming that a 
sum of Rs. 7,600 was still outstanding in the name of the Society. 
The Hon. Secretary informed the members that the promoters 
had failed to build an outside wall to the property as originally 
•stipulated and hence they were not entitled to claim the amount 
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of Rs. 7,500/-. The members authorised’ the Secretary to draft as 
suitable reply to the promoters and send it to them. 

5. Complaint against Watchman 

Shri A. Khan pointed out that there were several complaints' 
against the Gurkha employed by the Society. After a discussion 
the Hon. Secretary was instructed to terminate the services of 
the Gurkha and employ another watchman in his place. 


6. Vote of Thanks 

Shri R. M. Choramia thanked the Chairman, who called the- 
meeting to a close. 

Date: ______ 

Chairman. 


Hon. Secretary- 

Minutes of the General Meeting of a Cultural Body 

The thirty second Annual General Meeting of the Bombay 
Social and Cultural League was held in the Cowasji Jehangir Hall' 
on the 3rd December 1983 at 3.30 p.m. 

Chairman : The Chair was taken by Mr T. L. Nigamu 

Minutes : TheMinutes ofthe preceding Annual General i 

Meeting held on 2nd December 1982, were 
read and approved. Letters of regret were 
read from Mr T. M. Budvani, Mrs J. R. 
Krishnamachari and Captain Bhadur Khan- 
who were unable to attend the meeting. 
Annual Report, After the Chairman had given a brief acc- 
Financial Report, ount of the work done during the year, Mr 
Balance Sheet. Vishnu Desai proposed, and Mr Tara Chand 
seconded that the Annual Report, the 
Financial Report and the Balance Sheet be 
adopted. The resolution was carried un¬ 
animously, 

oTST THe members unanimously carried a raolu- 
Of Auditor. tion moved by Mr Tara Chand, and secon- 

. ded by Mr Premchand, that Messrs Ledger 

1982 8°3 UTnal ^ feappointed auditors fw- 

The following names were placed before the Meeting for* 

election to the Managing Committee : g f 
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Election of 

Managing Name Proposer Seconder 

Committee. 

1. N. Javeri T. L. Tandu K. M. Munshi 

2. T. Kadora B. K. Desai M. Si Mehta 

3. J.P. D’Souza S. T. Martin P. A. Avari 

4. T. M. Todani P. A. Budrani S. P. Advani 

5. Homi Davar L. K. Kaka R, M ! , Puri 

6. Aziz Ahmed P. T. Bhrutto R. T. Chini 

The vote was taken by ballot with Mr P.P. Panda- 
acting as teller t 

The Chairman announced the result of the ballot 
and it was resolved that the following four members' 
be declared to have been elected. 

Navratlal Javeri 
T. M. Todani 
Homi Davar 
Aziz Ahmed 


Additional ... The following resolution was proposed 1 by Mr 
Activities. A. A. Sayed and seconded by Mr Amir Chandi s 
“That the League extend its activities to the 
suburbs of Bombay, beyond Bandra, and’ open; 
Recreation and other Welfare centres in. at least: 
four suburbs, ,s The resolution was supported by 
a number of speakers and on the division 
carried with three dissensions, 


Vote of Thanks. A vote of thanks to the Chairman was proposed 
by Mr Homi Davar, seconded by Mr Navratlal 
Javeri and carried unanimously. 


(The signature of the Chairman 
will appear when the minutes are 
confirmed at the next Annual or 
General Meeting). 


Hon. Secretary , 

Minutes of the Meeting of an Educational Body 

A Meeting of the School and College Pioneer Association* 
was held in the Tambal Hall of the Pioneer High School on, 
Monday 6th November, 1983 at 2-30 p.m., when the following- 
members were present: 







Business Communication 


Prof. Charles D’Souza (Chairman). 


Prof. M.'P.'Shah Mr Chiko Vaz. 

Prof. C. T. Sheikh Mrs Nora Rebello. 

'Prof. :D. :B. Prabhat Mrs Turel Runner. 

Prof. B. L, Lalvani Mrs C. R. Asi. 

Prof. T. ,B. Advani 

Before proceeding with the business on the agenda the 
Chairman made a reference in the following terms to the late Dr. 


1R. M. Dagi- 

“Dr.R, M. Dagi was for three years the secretary of the 
School and College Pioneer Association, from 1939 to 1942. 
He was an eminent educationist and research scholar. He was 
associated withrhe University of Bombay as a member of the 
Senate and was at one time the Dean of the Faculty of Arts. 
He had several publications to his credit which were acclaimed 
for their scholarship in Indian and foreign universities, By his 
death the Association has lost a valuable friend and adviser,” 


At the request of the Chairman the members stood in silence 
■for a few minutes as a mark of respect to the memory of their 
• departed colleague. 

1. Notice of the Meeting, 

The notice convening the Meeting was taken as read by the 
Chairman with the consent of the members. 

2, Previous Minutes, 

The Minutes of the meeting held on 7th November, 1982, 
were read. It was pointed out that the donation of Rs, 75,000 
by the widow of the late Rustom Sorabjee was not intended 
for the general fund of the Association but specifically for 
the new College of Arts and Commerce at Bandra. With this 
alteration the minutes were signed as correct. 

.i. Reports, 

The members permitted the Chairman to take the Annual 
Report and the Income and Expenditure Report as read. The 
Chairman then moved and the meeting unanimously passed 
the following resolution. 

• That the Annual Report and Income and Expenditure 
Report of the Association for the year ended 31st October 
1983, be and are hereby approved.” 

•4, President , 

;Prof. M. P. Shah proposed and Mr Vaz seconded the following 
resolution which was unanimously passed; 



? 
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“Resolved that Mr Harkasondas Moneywalla be invited to 
become President of the Association for tlie ensuing year.” 

,5. Managing Committee 

Three members of the Managing Committee who have 
completed their term of office and are due to retire expre¬ 
ssed their willingness to continue for another year. There 
being no other nominations, it was unanimously resolved 
“THAT they be re-elected for the year to end 31st October, 
1983 ” 

6. Auditors 

Mrs C. R. Asi proposed that Messrs Tupe & Sons, Charte¬ 
red Accountants, be appointed as the Auditors of the Asso¬ 
ciation from the conclusion of the meeting to the conclusion 
of the next Annual General Meeting on a remuneration of 
Rs. 200 plus actual travelling and incidental expenditure. 
Prof, Advani seconded the resolution and it was carried 
unanimously. 

:7. Vote of Thanks 

Mrs Nora Rebello in a brief speech praised the zest and 
interest shown in the activities of the Association by its 
popular Chairman and thanked him for this on behalf of 
all the members. 

Secretaryr Chairman. 

MINUTES OF A DISCUSSION 

The minutes of a discussion may be noted by one of the 
•participants in the discussion or by a secretary or notemaker 
•who may be present at that time. By the very nature of things 
the form in which minutes of discussions will be recorded is 
less formal than those of meetings with preplanned agendas. In 
■the Minutes given below the notemaker is the persoaal assistant 
to one of the participants in the discussion t 
. -1, Mr Murlidhaf drove to Santa Cruz Airport on 3rd December 
at 10.30 a.m. to discuss matters with Mr Americano whose 
plane would be stopping over for an hour at Santa Cruz. 

2, Mr Murlidhar, Mr Americano and Mr Shukla (of the 
Bombay office) settled down in the Airport lounge for the 
discussion at 10.40 a.m. The undersigned was in attendance 
to take notes. 

3. After a few preliminary remarks and exchange of courtesies 
Mr Americano commented on the poor state of business on 
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the American side of the company on account of the eco- 
floraic recession sweeping over the industrialised nations. Mr 
Shukla informed him that on account of the government 
policies in the last few months inflation in India had beem 
held in check but the purchasing power of people had 
fallen sharply and this was reflected in the downward trend 
of sales of the company in the sub-continent. Mr Murlidhar 
read out the current figures of sales and gave the correspon¬ 
ding figures for the last two years. Mr Americano took 
notes about the. figures. 

4. Mr Americano stressed the need to boost sales by increased 
advertising and asked for suggestions and estimates. Mr 
nkla informed him that most of the rival organisations 
were using television as a very effective means of publicity for 
their products and that the same should be followed by the 
company. Mr Americano thereupon asked why this proposal.! 
had not been put foward at the last meeting of interna 
tional representatives at Singapore. Mr Murlidhar intervened 
to inform Mr Americano that Bombay Television had 
gone commercial only in the last three months and hence: 
the proposal could not be placed before the Singapore- 
meeting. Mr Americano requested Messrs Murlidhar and 
Bhukla to place the proposal in writing with an estimate of 
the advertising budget and send it to the New York head 
office for his attention without delay. Mr Shukla assured 
him that the letter and estimate would be sent within, 
eight days. 

5. Mr Americano informed Messrs Shukla and Murlidhar that 
the company was planning to enter into diverse fields of 

aTd tkm to I - COmPUte Upe re ” rdets a " d 

asked them to submit a report on the prospective matte 
for computers and tape-recorders in Western India.. He was 

assured that the report would be sent as soon as possible. 

6 ' Jnd u? i0 ” ““ with an ““Imse of mutual regards, 
and Mr Americano boarded his plane at 11 .» a , m< 8 ” 

(Sd) B, A, Bapat 

Minutes of Discuss « . Co „ ference 

Commit^on1hX"£ ££ "* “ * 

* 3 p.m. on 4 th April ,983. Mr Hoshang, 
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*t™%lTn, M “ h Y J °“ M ' DosW ’ “ d Wunwala 

were present. The undersigned was in attendance 5 

1 mMb£rS tkthe ™ unhappy 

( 1 st the number of complaints from customers had mere!! 
sed greatly m the recent past on account of defective 
production and poor courtesy towards outsiders by the 
members of the staff To illustrate this he informed th®, 
of how a customer had walked into the office the day before 
with a bottle of the Company's cough linctus with a cock- 
m.ch m ,t. It appears that the sales department bead who 
had been approached first had nonchalantly informed the 
customer that when a company produced thousands of 
bottles some mishap could take place. 

2. Mr Doshi intervened to say that he had not made any such 
remark to the customer, whom he had not met, He would 
however find out the author of the irresponsible remark and 
take disciplinary action against him. 

3. Mr Hoshang instructed him to proceed further in the matter 
and report to him the next day. He also instructed the 
members to issue proper guidelines to their subordinates on 
the manner in which they should behave and talk to custo¬ 
mers. Mr Joshi was asked to investigate the cause of the 
cockroach being found in the bottle and report to Mr 
Hoshang within 48 hours, 

4. Mr Joshi said that he would submit the report as desired 
but begged to be permitted to point out that such mishaps 
were likely to happen as the stores of the company were 
very badly situated. They were housed in the old mill 
building with open gutters by the side and in spite of pest 
control measures cockroaches and other insects did get in. 
Mr Hoshang then asked Mr Joshi to submit a detailed report 
on the desirability of shifting the stores before the next 
board meeting. 

5. Mr Jhunjhunwala displayed the nt w letterhead of the com¬ 
pany and all the members present approved of it enthu¬ 
siastically. 

• 6 , Mr Mehta inquired if the new quality control officer and 
the methods analyst have been appointed and Mr Hoshang 
informed him that both had been appointed and would 
report for duty from 15th April. 

7. Mr Mehta suggested that along with the letterheads the 
printing style and emblems on the office files should also 
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be changed. Mr Hoshang approved of the suggestion and 
ashed Mr Jhunjhunwala to take up the work immediately. 

8 Mr Joshi said that the stores was in urgent need of a filing 
cabinet as the old one was full and additions files had 
be kept in wooden boxes. Mr Hoshang said this was mos 
undesirable and asked Mr Jhunjhnuwala to supply a filing 
cabinet to the stores immediately, 

9 Mr Hoshang reminded the members that the estimated 
revised budget of each department that he had asked for at 
the last meeting had still not reached his office. 

10 It was decided to meet again on the 30 April at 3.30 p.m. 

Sd/~ 

Personal Assistant to 

H/n T-Tn oUstn fr 


REVIEW QUESTIONS 

1 . Why should the secretary take care to see that the minutes are written 
accurately and fully ? 

2. Enumerate the provisions of the Companies’ Act with respect to the writing 
Minutes. 

3 Explain the term “Minutes of Resolutions” and “Minutes of Narration". 

4. What are the secretary’s duties with respect to the maintenance of the 

Minute Book? , 

5. How can the agenda help the secretary m the preparation of minutes t Why 
‘ secretaries sometimes prepare draft minutes in advance ? 

6. What is meant by minutes written in the logical order ? 

7. What is a resolution ? How should it be worded ? 

8. Write a note on how “objections” must be recorded in the minutes of a 
meeting. 

9. Draft the imaginary minutes, with agenda, of the annual meeting of the 
’ Board of Directors of a company. 

10. Draft the minutes of a company’s ordinary annual general meeting including 
the declaration of a dividend. 

11. An extraordinary general meeting of a public limited company has been 
called to raise the authorised capital of the company from rupees five crores 

' to rupees seven crores. Draft the minutes of such a meeting. 

12. Draft the minutes of a meeting of the Board of Directors of the Bellring 
• Company Ltd., held just before the Annual General Meeting. 

13 . Draft the minutes of the monthly meeting of the Managing Committee of 
the Bombay Social Association at which, in addition to the usual business 
the following items were also discussed : 

1. distribution of polio vaccine; 

2; eye-operation camp in villages; 

3. making documentary films on health and hygiene. 
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14. Draft the minutes of the meeting of a cultural organisation at which it was» 
decided to (tj throw open the membership to women, (2) organise a cultural 1 
festival, (3) felicitate outstanding artists, (4) help old and destitute artists. 

15. Draft the minutes of the first meeting of the members of a co-operative- 
society, 

16. Draft the minutes of a discussion between two businessmen who intend to- 
enter into a partnership. 

17. Draft the minutes of the discussion at a conference of experts on Com¬ 
munication. 

18. Draft the minutes of the Annual General Meeting of the Ajanta Electronics- 

Ltd, Bombay. (B.U. 1978) 

19. Draft the minutes of the executive committee meeting of the North Bombay 
Lions Club at which along with routine matters, decisions on the following ■ 
matters were taken; 

(i) to launch a cleanliness drive 

(ii) to arrange a film show to raise funds for a free library. 

(iii) to set up a free medical relief centre. 

(iv) to collect second-hand school text books for the poor children. 

(B.U., B.Com. 1978) 

20. Draft the notice and the minutes of one of the routine meetings of the 
Board of Directors of the Ganga Paints and Inks. (B.U..B Com, June 1979) 

21. As 1-Ion. Secretary of the Bombay Nature Cure Club draft the minutes off 
the Annual General Meeting of the Club. The meeting, among other things,, 
discussed the following: 

(i) Opening a Clinic at Parel. 

(ii) Affiliating the Club to Nature Cure International London. 

(iii) A benefit show to collect money for the Club’s activities. 

(B.U.,B.Com. June 1979) 

22. Draft the minutes of the Annual General Meeting of the Maharashtra,' 

Chemicals Ltd., Bombay. ®.U, May 1980) 

23. As a Secretary of the Young Men’s Social Club draft the minutes of the 
Managing Committee meeting which among other things discussed the 
following : 

(i) the organizing of a Film show to collect money. 

(ii) inviting the Mayor to the Annual Programme. 

(iii) the renting of a bigger accomodation for the Club. 

(B.U.,B.Com. May 1980)' 


24. Draft the minutes of the Board meeting held prior to the Annual General 

meeting of a public limited company. (B.U, B.Com- Dec. 1980) 

25. Draft the minutes of the monthly meeting of the Executive Committee of 
the Student’s Council of your college, for which among other things, the 
following items were on the agenda: 


(i) to collect funds for the Assam Flood Relief 

(ii) to elect the Union Representative to attend the All India Student's 

Conference to be held in Delhi. ' ' . . 

(iii) to organize a function to felicitate the College Cricket Team for having: 

__ ii.. riiamnionshin. (B.U.. B.Com. Dec 19 ®G)m 
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'26. Draft the minutes of a routine Board meeting of Golden Jules unci Jams 
Ltd., at which, among other things, the following items were on the agenda: 

(i) to appoint a sales agent for Jammu & Kashmir; • 

(ii) to creat the (post of Public Relations Officer; 

(iii) to appoint a sub-committee to look into the decline of sales in Gujarat. 

■27 Draft the minutes of the Annual General meeting of your local gymkhana, 

(B.U., April 1S>81) 

28. Draft the minutes of the Board Meeting prior to the Annual General 
Meeting of the Nav Bharat Paper Co. Ltd, ( (B.U,,B.Com. April 1982) 
;29. Draft the minutes of the Managing Committee of Lokteva Consumers Co- 
opetative Society Ltd. where, besides routine matters, the following decisions 
were taken: •„ 

(i) to expand the business of the society’s fair price shop. 

(ii) to increase the membership of the society by a door-to-door campaign. 

(iii) to give the facility of home delivery service and credit transactions to 

the members of the society. (B.U., F.Y.B.Com. April 1982) 

"30 Draft the minutes of the Annual General Meeting of a joint stock company. 

(B.U., S.Y.B.A.) 

; 31. Draft the minutes of the meeting of the Board of Directors prior to the 
Annual General Meeting of the Asian Scientific Instruments Ltd. 

<BU., S.Y.B.A. April 1981) 
32. Draft the minutes of a monthly meeting of the Executive Committee of the 
Workers’ Co-op. Housing Society Pvt., Ltd. at which, among other matters, 
the following business was transacted: 

(i) to collect outstanding arrears from tenants, 

(ii) to raise funds for replacement of old water tanks, 

(iii) to arrange the annual social day. 

'33. Draft the minutes of the Annual General meeting of the Bharat Engineering. 

Ltd,, Bombay. (B.U., S.Y.B.A. May 1982) 

.34, Draft the minutes of the monthly meeting of the Executive Committee of 
the South Bombay Rotary Club at which, among routine matters, decisions 
on the following business were taken : 

(i) to arrange a blood donation programme, 

(ii) to launch an adult education drive. 

(iii) to collect medicines for patients from hutment areas, 

,(iv) to open a book bank for poor students. (B.U., S.Y.B.A, May 1982) 
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Before modern electronic gadgets of communication were 
invented, letter-writing was considered the only reliable means 
of communication. For a long time in the business world it was 
believed that sending letters, memoranda and notices was the only 
proper way for businessmen to communicate. Today the modern 
businessman realises the advantages of using telephones, intercoms, 
telex, radio, etc., but for obvious reasons the importance of the 
business, letter has not been greatly reduced. Written communi¬ 
cation (of which the business letter is only a part) has some 
definite and distinct advantages over oral and other types of 
communication. 

Oral and Written Communication Compared 

1. Written communication provides a permanent record. It 

can be filed for years as evidence of a transaction or agreement. 
Letters and documents that are signed have additional advantages 
from a legal point of view. If I order 5000 electric bulbs over 
the telephone, I can bade out of the order or even deny ever 
having placed it. This cannot be done if I had placed the order 
in writing. . 

2. Oral messages are sometimes misunderstood. Written 
messages are less likely to be misunderstood as in case of doubt 
they can be read again. 

3. In written coraunlcation feedback is slow in coming, as in 
a letter which may he replied to after several days. In oral com¬ 
munication feedback is usually immediate, viz,, a telephone con¬ 
versation. 

4 . Written communication is slow and time-consuming. Oral 
communication is quick. 

5. Written communication is formal and tends to be rigid. 
Oral communication is informal and makes friendly communication, 

6 . Written communication can reach only the literate; in coun¬ 
tries with a poor literacy rate like India written communication 
can be only of limited use. Oral communication can be used 
effectively while communicating with semi-literate and illiterate 
workers. 
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7. Written communication is accurate. Oral communication 
t en ds to be casual, sometimes inaccurate. We draft letters, etc, 
with care. When we speak we use coloquialisms and slang expre¬ 
ssions. 

8. Information in writing can be disseminated widely with 
the help of the printing and duplicating machines. Oral commu¬ 
nication is usually person to person, except when loud speakers 
are used to address large gatherings. 

9. Messages of a legal, or financial nature are best commu¬ 
nicated in writing as they can be understood clearly, recorded 
and kept. Oral communication is best for brief messages or orders. 

10. Language used in written communication is less subject 
to change than the language we use in oral communication. 

11. Writing depends on the use of symbols. The symbols 
have to be selected with care and caution. Writing is therefore 
more difficult than speaking. 

11. Written communication can be rescrutinised, even after 
a period of time. This helps the businessman to review things and 
use his critical judgement. This is not possible with oral com¬ 
munication. 

Different types of written communication : 

Though writing letters is the chief type of business commu¬ 
nication that the businessman uses, it is not the only one. The 
effective executive or businessman must know how to write and 
evaluate other types of written communication like (1) memos 
and memorandums, (2) mailgrams, telegrams, cablegrams, (3) 
advertising copy, (4) legal and semi-legal notices, (5) pamphlets, 
handbills and booklets, (6) journalistic writing for newspapers, 
magazines, house organs and bulletins, (7) Books, journals and 
brochures. 

REVIEW QUESTIONS 

1. Why is written communication used in business? 

2. Compare oral and written communication in business. 

3. What are the advantages of written communication ? (B,U,F.Y.B.Com 1978) 
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WHAT IS A BUSINESS LETTER ? 


Commerical Correspondence is buying and selling with the 
help of letter-writing. It includes all the letters exchanged before 
the actual sale takes place, all the letters that follow the sale and 
also those letters that help to maintain good relations between 
buy ers and sellers, employers and employees and in general all 

those letters, reports and documents that increase commerce and 
trade. 

The Importance of a Business Letter 

In business, as in all walks of life, there is nothing to match 
the personal touch. When buyers and sellers actually meet, discuss 
terms, strike a bargain or fix a price, they are doing business as 
it should be done. This is how business is done in the market 
place, jn bazaars, and this is how business was done on a barter 
basis in pre-Iustoric times. In modern times, however, it is not 
always possible to do business in this manner. Business transac¬ 
tions today are a very complex affair and markets are no longer 
localised but spread over great distances, sometimes across oceans 
and continents. This complexity of the modern business world 
has made it necessary for the businessman to resort to other, 
secondary, means of communication like letter-writing or sending 
telegrams. 

Letter writing is the most effective, the least expensive and 
the oldest of the ‘secondary* means of communication. The chief 
advantage that the business letter has over all other forms of 
.communication, including personal communication, is that it 
.constitutes a permanent written record of a transaction, usually 
with the signatures of the buying and selling parties, and is there¬ 
fore invaluable in case of future disputes, An unscrupulous seller 
.can back out of an offer or change its terms if it has been made 
over a telephone, but he would find it very difficult to do so if he 
has stated his terras in a letter that has been signed by him. So 
■important has letter-writing become in the business world that 
it is now the practice for parties to confirm in the form of letters 
■what they have already decided or agreed upon orally or over 
the telephone. 

The Functions of a Business Letter 

It would be impossible to enumerate the various functions 
of a business letter as the function of each letter would be 
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different, depending on thef nature of the transaction and the 
relationship between the correspondents. In a very broad sense, 
however, we can say that business letters have to perform four 
functions : (a) the legal' function, (b) the persuasive (or sales) 
function, (c) the reference function, and (d) the goodwill function. 

The business letter has a legal function to perform in the- 
sense that it is or constitutes a written record of transactions, 
offers, promises, orders or agreements, and since every letter ends 
with the signature of the letter-writer it becomes valuable evidence- 
in case of future disputes or law-suits, Letters containing offers 
and undertakings are legally binding and can be cited as legal 
evidence. 

The business letter has to perform a persuasive function. It 
should be the prime object of the writer to get his reader to 
agree with him. For example, in a letter of application for a post 
the applicant attempts to persuade his prospective employer into 
agreeing with his arguments that he is a fine young fellow, worth 
employing. In a sales letter the writer persuades his readers into 
believing that his goods or services are worth buying. Even when 
the objective is not to sell goods or services the letter ‘‘sells” 
the firm that is sending the letter by impressing the reader with 
the contents and get-upjjof the letter. Since every business letter 
has a sales function it helps to use the sales formula AIDA. 

(attract Attention, arouse Interest, create Desire and prompt 
Action) while drafting it. 

As letters can be preserved and filed they are valuable to- 
every office administration for the purpose of future reference. 

Thus a sales transaction can be recorded stage by stage if all the 
letters that have been exchanged about it are carefully, kept and 
properly filed. Even after-many years the stages of the transaction- 
can be recreated in the mind of the reader of the letters. If 
letters are properly filed then a new manager or official can take 
over from his predecessor and pick up the threads of business 
transactions by going through the files. A businessman who wishes 
to review his transactions over a period of time can do this at 
leisure by studying past files. 

Goodwill in business is a priceless asset. The businessman 
should make every letter that he sends out a messenger of good¬ 
will. The goodwill, or what is sometimes called the reputation of f 
a firm, depends upon how well it can impress customers, dealers 
- nd other people with the efficiency, promptness and sincerity of 
'.he enterprise. If these factors are reflected in the letter then a 


What is Business Letter? 197 

good and positive mental response will be created in the minds 
of the letter-readers which can be translated into better sales 
and increased co-operation. All business letters, even those that 
deal with unpleasant topics like collecting money from reluctant 
debtors, should attempt to persuade the reader into a better and 
|. more meaningful business relationship. 

| The “You” Attitude in a Business Letter 

| Before the student is initiated into the writing of successful 

business letters he should have some knowledge of the state of 
mind or mental attitude that must be adopted by the successful 
letter writer. All successful writers of business letters adopt the 
“You” attitude in their letters. By this it is meant that they view 
l or look at things as the reader does and present their arguments 

accordingly. 

At the simplest level it means using the word “you” as much 
as possible. People like to be addressed personally and this 
approach is very helpful in a sales letter. For instance, compare 
the following opening sentences : 

“We take pleasure in announcing the introduction of our new 
Simplex Hair Dryer,” 

and 

“Have you bought your wife her Diwali present ? You will be 
interested to know that you can now buy......” 

The first sentence is ineffective because it views things from 
the point of view of the writer. The second sentence is effective 
because it not only uses the magnetic word “you” but also because 
it looks at things from the reader’s side. From the example given 
above it should be clear that the “you” approach is not only a 
matter of phraseology but also of attitude. The “you” attitude 
can be used effectively in all kinds of business letters and espe¬ 
cially letters of application and collection letters. If an applicant 
can mentally put himself in the place of the employer while 
drafting the letter lie will be able to emphasise the right qualities 
that will get him the job. In the same way in letters of collection 
•the emphasis should be on how it is to the advantage of the 
debtor to pay his bills promptly. 

In a later chapter (Chapter 6) we have discussed how commer¬ 
cial jargon should be avoided and simple, clear, language used 
in business letters. Adopting the “you” attitude will help to 
achieve these objectives. 

Every effort must be made to adapt the tone and language 
to the level of the reader, this may no,t always be possible 
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sometimes business letters are sent to complete stranger. In such 
cases the safe rule is to avoid all technical and legal terms. Again 
certain set and time-tried appeals could be used in accordance 
with the ‘‘you” attitude principle. For example, it is well known 
that businessmen will be moved by the profit motive, the average, 
man by the economy appeal, women by the glamour appeal, and 
practically all people by the bargainor “sale” appeal. There may 
be exceptions, and a soured spinster may react adversely to a 
glamour appeal, but more often than not these set appeals have 
produced a satisfactory response in the absence of definite 
information about the person being addressed. 

Every business letter that goes out involves a ‘problem’ and 
as we all know there are “two sides to every problem.” By 
using the “you” attitude the writer drafts his letter keeping in- 
mind the “side” of the reader and by trying to anticipate his wants. 
By using tact, courtesy, promptness in replying, and a simple 
straightforward attitude, the letter-writer will be able to break 
the mental barriers between himself and the reader and Will hr? 
able to persuade him, 

Avoid Exaggeration and Preaching 

The style of a business letter should show the sincere and 
reliable personality of the letter-writer. It would, therefore, 
never do to use insincere expressions or to make exaggerated 
statements (except, of course, in sales letter). Guard against 
superlatives like “the first service”, “fantastic offer” or “stupen¬ 
dous opportunity.” 

The letter-writer should also guard against preaching like a 
priest during a Sunday sermon in church. Avoid giving common-, 
place advice like “time is money”, “quick turnover leads to, 
increased profits” or “delay is bad for future credits.” Everyone 
in business knows these truisms and by preaching about them, 
in your letter you will only annoy the reader, 

Follow-up Letters 

The motive behind sending follow-up letters is to remind' 
the person of the contents of your first letter in order to prompt 
him, to action. And yet the “Follow-up” letter is not a “remin¬ 
der”, for while a “reminder” will merely repeat what was. 
written in the first letter, a Follow-up letter will add something 
more. The repetition of the ideas of the first letter in a different 
or modified form helps to convince or persuade the reader. For 
example, the first sales letter might not produce, any response: 
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from the recipient. If, however, several follow-up sales letters 
are sent at periodic intervals and in each one a fresh argument 
is presented or a new aspect of the product emphasised the 
customer might be convinced. Like the original letter the follow¬ 
up letters should be “You” oriented. Follow-up letters are sent 
while collecting bills, applying for jobs and on several other 
occasions, 

REVIEW QUESTIONS 

1. Why is so much importance given to letter-writing in modern business? 
Why is it necessary to learn to write effective business letters ? 

2. What functions does a business letter perform ? 

3. Explain and illustrate the remark that “all letters are selling letters". 
Illustrate the idea contained in the remark, “the “You” attitude means that 
you see through the leader s eyes, talk his language, present his message in 
the light of his interests.” 

5. 1 A business letter should be written not in a manner in which a writer 
should like to write, but in a manner in which a reader would like to read." 
Discuss. 

6. How does the persuasive function of a business letter differ from the good¬ 
will function of a business'letter ? 

7. Why should the letter writer guard against Exaggeration and Preaching in 
his letters? 

S. Why is it necessary to write follow-up letters ? How do they help the busi¬ 
nessman ? In what way are they different from “reminders" ? 

9. Briefly point out the essentials of letter-writing (B.U. 1979) 

30. Write short note on The ‘You’ attitude. (B.U. June 1979) 

11. What care would you take to make your letter both attractive and effective ? 

(B.U. May, 1980) 
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THE PLAN OF A BUSINESS LETTER 


The term lay-out, meaning “plan” or “arrangement”, has [■ 
become quite popular in the last few decades. Newspaper men. 
speak of the layout of their pages; the copy-writer, in the 
advertising world, plans the lay-out of his copy; while the ; 

construction expert and land surveyor has own concept of 
lay-out . 

Whether a journalist uses the term or an advertising man 
uses it the key word in all forms of lay-out is balance . The 
sub-editor in a newspaper office when he plans the lay-out of 
the newspaper page tries to balance the headlines and pictures 
in one half of the page with the headlines and pictures in 
the other half. In a similar fashion the advertising man tries 
to balance words and pictures to produce a pleasing effect. 
Sometimes lay-outs are deliberately unbalanced so that an un¬ 
usual effect is created. 

In commercial correspondence too the concept of lay-out is 
Important. A letter is not judged only by its contents, and the 
attractiveness or otherwise of a letter may make or mar a 
business deal. A business letter is a written representative of 
the firm that sends it out. Just as companies are particular to 
see that their salesmen and representatives are well groomed 
and possessed of good personalities so must they be particular 
to see that the letters they send out are tidy and attractive in 
appearance. j 

A good business letter must be neatly typed with sufficient 
space for margins on both sides of the page and on good quality 
paper. The size of the paper and its shade of whiteness must 
match with those of the envelope in which it is sent. 

A progressive firm is never penny-wise-and-pound-foolish 
enough to try and save on stationery. Only the best quality 
paper and envelopes can stand wear and tear. Pure white or 
•cream coloured glazed paper is preferred by most offices. 

Shades of green or blue, commonly used for personal letters, 
should be avoided for official purposes. I 

Pioper attention should be paid not only to the appearance 
•of the letter but also its contents. It should be kept in mind 
that the key to effective business letter-writing es in the 


planning and presentation of the contents. How the letter should 
be written from the point of view of the reader and not the 
■writer has been explained in the previous chapter. 

The Indented. Form of Lay-out 

This 1 is the conventional form of layout. It is well balanced 
and therefore pleasing to the eye. Every paragraph begins well 
■away from the margin (indent) and even the addresses are 
indented. Most business firms do not use this form nowadays as 
it requires unnecessary stenographic time for spacing margins 
and punctuation. It is a relic of the time when letters were 
handwritten and the indented line showed the beginning of a 
■new paragraph. The typewriter has made this device unnecessary 
as while typing a letter double spacing can be used to show the 
beginning of a paragraph. It can be said in favour of the Inden¬ 
ted form that it is easy to read as people are familiar with it, 
having studied it in school. The course of the stars in the letter 
■given below will show the balanced pattern : 

* Sir P. P. College of Commerce, 

* 14-1A, Nanbhoy Lane, 

* Fort, Bombay-400 0001. 

* 4th December, 1983. 

•* The Agent, 

* Fine Bank, 

* Cash Lane, 

* Bombay-400 002. 

* Dear Sir, 

* As your bank is within a short distance of our institution 
we would like to open a Current Account with you. The 
account will be operated either by the undersigned or the Vice 
Principal of the college, 

* As the college has to issue several cheques every month 
we would like to have the special facility of cheque books with 
the name of our college printed on the cheque slips. Please send 
me the relevant forms within a week. 

Yours faithfully, 
P. P. College, 
Principal. 

* KLM/temp 
Enel J 

The Full Block Form of Lay-out (The Square Block Form) 

The block form of lay-out is a type of unbalanced lay-out. 
% this modern form of lay-out the address of the person, the 
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salutation, the reference line and the first lines of all the para¬ 
graphs are flushed with the left hand margin. Paragraphs are 
separated by double or triple spacing. The chief advantage of 
this type of lay-out is that it speeds up the work of the typist 
as no time*.has to be wasted in spacing. The stars indicate the 
block-line shape of the left side. 

* FINE BANK 

* Cash Lane 

l!: Bombay-400 002,. 

* 7th December, 1983 

* The Principal, 

* Sir P. P. College 

* 14-1 A, Nanabhoy Lane, 

* Fort, Bombay-400 001. 

* Dear Sir, 

* Sub]. : Opening of Current Account with us. 

* We thank you for your letter of the 4th December, 1983. Wc 
are glad that you wish to open a Current Account with us. 
There will be no difficulty in arranging the special facility of 
printed cheque books that you have asked for. 

* With this letter you will find two forms which you may return 
to us filled in. We shall be happy to answer any inquiries or 

attend to you personally should you find it convenient to visit 
the bank on any working day. 

* We thanlc you for the interest you have shown in our bank and 
wish to assure you of prompt and efficient service at all times. 

* Yours faithfully 

Agent., 

PLM/sht 

* Enel : 2 forms 

Whenever the Full Block form or any of its modified forms 
is used it is the usual practice to use 'open punctuation.’ Open, 
.•punctuation means that the inside address is typed without pla¬ 
cing commas at the end of every line- 

The General Manager 
Welfare Works of India 
Newfound House 

Gokhale Road A A : A-..V a 

Bombay-400 028. 

There is also no comma after the complimentary close. The 

obvious advantage of open punctuation is to further effect a saving 
Of time whi p. m v v u 
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The Semi-Block Form 

In the semi-block form the body of the letter is written irr 
the indented form, with the paragraphs properly indented, It is 
the best form for those businessmen who do not wish to break 
with tradition and at the same time want to use the modern, 
time-saving, block form. Only the inside address is written in the" 
block form, with or without open punctuation ; 



The Modified Block Form 

In the modified block form the date and the complimentary 
close (i.e. ‘yours faithfully’) are placed to the tight of the page af 
in the indented form. As there is no indention in this form, time 
is saved. The inside address and the body of the letter are placed 
flushed with the left-hand margin : 

■ {Modified Block Form} 
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The Hanging Paragraph Form 

The Hanging Paragraph form is also known as the Hanging 
Indention form. It lies mid-way between the Indented and the 
Block Forms. In this form of lay-out the first line of every para¬ 
graph is flushed with the left-hand margin but the remaining lines 
are spaced away from the margin. This form has the unique 
advantage of giving importance to the first line of each paragraph 
and important ideas can be communicated forcefully. The inside 
address is '‘blocked”, while the signature is usually placed to the 
right of the page (some firms even put this in the centre). This 
form is very inconvenient for the typist and not in common use. 
It is used, however, for sales letters as its unbalanced nature 
■ serves the purpose of attracting attention. 

THE EXCELLENT BANK 
Cornby Road 
Madras 

8th December, 1983 

’ Ms, P. K. Sampat 
78, Marine Beach, 

Madras. 

* Dear Sir, 

* At the cost of appearing a trifle and personal we would like to 

ask you : Have you made your will ? If you have not 
then have you wondered about the safety of your dear 
ones after your death ? In India if a man dies without a 
will, his property is liquidated and distributed according 
to the laws of the land and his family will be involved 
in complications of court procedure. 

* But does making your will solve all problems ? Unfortunately 

the answer is No. "Who will guic[e and protect your near 
ones in the matter of investments and the management 
of shares or real estates ? 1 

* The Excellent Bank has just opened a new department called 

the Executor And Trusteeship Department, This depart¬ 
ment will help people in problems like those mentioned 
above, All you have to do is to make your will and 
•appoint the Excellent Bank as your sole trustee, 

Yours faithfully, 
Manager. 


20 $ 
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The Demi-Official Form 

When the relationship between two communicants is friendly 
and not merely business-like the Demi-official form is used. In 
the Demi-official form the salutation is ‘Dear Mr. or Mrs.’ instead 
of the formal 'Dear Sir,’ and the letter ends with the informal 
signature without the usual designation of Manager or Agent or 
Partner being given. The important thing to note with regard to 
the lay-out is that in the Demi-official form the inside address is 
placed at the end of the letter instead of at the beginning as in 
the other forms : 

THE FINE BANK LTD. 

Money Street, 

Bombay-400 002. 

8th May, 1983 

Dear Mr, Khan, 

The staff members of the Money Street branch join me in 
congratulating you on your election as Chairman of the Cotton 
wool Co. It pleased all of us very much to read in the morning 
paper that you have been elected to this high office. We are sure 
that under your guidance the management of the company will 
climb from success to success. 

Yours Cordially, 
Ram Aluija 


Mr. M. A. Khan, 
Besta Villa, 

3, Pathan Street, 
Bombay-400 059. 


The N. 0 . M. A. Letter Form 

In a well-meaning effort to make business letters more force¬ 
ful efficient and imaginative the National Office Management 
Association (N. 0. M. A.) of the U.S.A. has recommended the 
use of a‘simplified letter form.’ In this form the salutation and 
complimentary close are omitted and the letter begins straight 
after the inside address. In most other respects it is similar to 
the Block Form. The Noma letter form saves time and many 
people: approve of its frank and direct approach as strangers can¬ 
not be “dear” to the letter-writer and the letter-writer cannot 
be expected to be “faithfully” or “truly” theirs at the first acqua¬ 
intance. The form has not, however, been accepted m the busi¬ 
ness world perhaps on account of its resemblance to the memo- 
randum” which is a short-hand letter used mainly for inter- 
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, departmental communication. Herds the last letter in the Noma 
/letter form : 

THE FINE BANK LTD. 

7, Money Lane, 

Bombay-400 001. 

I-, 8th March, 1983 
Mr. J. N. Mistry 
. 8, Clare Road, 

Bom bay-400 008, 

At the cost of appearing a trifle rude we would like to ask 
you *. Have you made your will ? If you have not then have you 
, ever wondered about the future of your dear ones after your 
death ? In India, if a man dies without a will his property is liqui¬ 
dated and distributed according to the law of the land and his 
family will be involved in complications of law procedure. 

Making the will does not solve your problem. You need 
someone to guide and protect your near ones in .the matter of 
investment and the management of shares and real estate. If there 
is no one they could become the prey of unscrupulous people and 

■ the victims of well-meaning but inexperienced friends. 

The Fine Bank has opened a new department called the 

■ “Executor and Trusteeship Department” just to help people faced 
with problems like those mentioned above. All you have to do is 
.to make your.will and appoint the Fine Bank as your sole exe¬ 
cutor and trustee or as your co-executor and trustee. Do conn; 

. and see me on the second floor of the bank building if you are 

interested in this scheme, 

Jehangir Watcha 
The B, F. G. Form 

This form is even less known or popular than the NOMA 

■ form and in many respects could be called the individual form 
of a particular company (i.e. The B. F. Godtich Co. of U.S.A.) 
"While resembing the full block form in many respects it has parti¬ 
cular features such as (a) detailed instructions in the left margin 

■ for the typist (date, address, double space, your initials, etc.) 

: making the letter look more like a form to be filled in than a 

letter proper, (b) the date, subject line and the signature along 
with the complimentary close are placed almost in the centre of 
nthe page (this is natural as when you fill in a form you make 
your entry as close to the printed instructions as possible), (c) 
y there is a special instruction or space provided for the name of 
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■the signatory and hence his name is typed there and not below 
..his signature as in other letters. 

REVIEW QUESTIONS 

1. Why is it necessary to have a plan in a business letter? 

2. What is meant by balanced lay-out’ and ‘unbalanced lay-out’ of a business 
letter? What purpose does an ‘unbalanced lay-out’ serve? 

3. Give examples of balanced and unbalanced lay-outs in business letters. 

•4. Write short notes on : (a) Indented Form; (b) Full Block Form; (c) Semi BIock 
F orm; (el) Modified Block rorm; (e) Hanging Paragraph or Indention Form* 
(f) Demi-official Form; (g) the NOMA Letter Form; (h) The B F G Form 
Give Illustrations of each. ‘ ‘ 

5. Which typing style would you adopt for your office if you were in charge 
of (a) a lawyer’s office (b) a bank (c) advertising agency (d) departmental 
stores (e) a government department. Give reasons for your answers, 

■6. Write short notes on the following: 

(i) Semiblock form of letter layout (B U. 197SI 

(ii) The complete block form of letter, 

(B.U, F.Y.B.Com., June, 1979; S.Y.B.A. Nov. 1980) 

(iii) The modified block letter format. (B.U. Dec, 19S0) 

(iv) Hanging indention form of layout, 

(B.U. B. Com. April; S.Y.B.A. April 19811 
1. Explain and illustrate the various stenographic forms of layout of a busi¬ 
ness letter, bringing out their merits and demerits. (B.U. B. Com. April 1982) 
3. What are the form? of letter writing ? Discuss the relative advantages of 
each form. (B.U,, S.Y.B.A. May 1982), 






|g THE STRUCTURE OF A BUSINESS LETTER 


Custom, usage and convenience have devised a particular 
form for the business letter. As the same form, with slight varia- 
tions, is used practically throughout the English speaking business 
world, letters become quick and convenient modes of communi¬ 
cation. This set form also helps in the efficient functioning of 
business offices, where files have to be kept and records maintai¬ 
ned. The mechanical parts of a business letter may be divided 
into two categories—-the basic parts and the optional parts (i.e. 
the parts that may or may not feature in a letter). The basic 

parts are the Head Address, the Date, the Inside Address, the- 
Salutation, the Body, the Complimentary Close, and the Signature. 
The optional parts are the Reference Line, the Attention and 
Caption Lines, Notations, (like Confidential, Enclosures, Initials 
of the typist and the Post Script). In this chapter we have dealt 
with the mechanical parts of the business letter in the order in 
which they appear in the letter itself, starting from the top. 

THE HEAD ADDRESS 

Position] If we start from the top of the page, the Head 
Address comes first. The name of the company or firm is printed 
in the centre of the page' while the detailed address, telephone 
number, etc. are indicated in the margins.*?This is not, however, 
a rigid pattern and/many organisations like to print the address 
in the middle of the page just below the name of the organisation. 
*Whete two addresses are to be indicated (such as the name of 
the branch office that is sending out the letter and the head office) 
then the' address to which the reply is to be sent is given pro¬ 
minence, while the other address is printed in brackets or at the’ 
bottom of the page. 

Contents. The Head Address will consist of the name of the 
organisation that is sending out the. letter. If the name does not 
indicate the nature of the business then it is customary to write 
the nature of the business just below the name (Publishers and 
Book sellers/Real Estate Agents, etc). The full and detailed postal 
address will also be printed along with the telephone numbers, 
and telegraphic code name (if any). Some companies print the 
crest or emblem of their organisation and also indicate the loca¬ 
tion of their head or branch offices] The Head Address should be- 
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simple and dignified and not orate or cluttered with details of 
names of persons. Colours are best avoided. For a balanced get- 
up the Head Address should not occupy more than one-fifth of 
the total space of the letter paper. 

Significance. The Head Address provides the return address 
and telephone number to enable the receiver of the letter to con¬ 
tact the sender. It enables the receiver to know the nature of the 
business carried on by the sender. From the letter-head the 
receiver can also come to know whether he is dealing with a 
proprietory concern, partnership, private limited or public limited 
company. 

(Note : Where there is no printed letter-head, it is customary 
to type the full inside address at the top of the right hand corner 
of the page) 

Specimen letter head 1 : 

Codes: Telephone: 

Telegrams: A.B.C. (5th & 6th Edition) 3 Lines 

“ABMIYAN” WV Bentley’s 12367 

Abdool Miyan & Sons 

ENGINEERS Head office and Showrooms Works: 

&, 121, Churchgate St., 10, Love Lane, 

CONTRACTORS Fort, Bombay, Mazagaon, Bombay. 

Specimen letter head 2 

SIR P. P. COLLEGE PUBLICATIONS 

14, NANABHOY LANE, 
BOMBAY-400 012. 

Phone : 251185 Grams : JAYCOM 
9th July, 1983 

THE DATE 

Position. Some companies print letter-heads indicating where 
the date should be typed. Where this is not done the typist chooses 
the right place for it. It is usually typed two or three spaces 
below the last line of the letter-head in the following manner: 
(a) on the right side of the page in the Indented, Semi-block, 
Modified block, Hanging indention and Demi-official forms; 

14/B.C. 
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(b) on the left side of the page in the Full Block and NOMA 
forms; 

(c) in the centre of the page when the letterhead is simple (see 
example of Sir P.P. College Publications given earlier) or in 
the B.E.G, form, 

Some organisations have also made it a practice to type the 
date at the bottom, left side of the page, after the signature. 

Contents. The date consists of the figure showing the day, 
the name of the month and the year. In the U. S., businessmen 
write the name of the month first, e.g. July 6, 198.3 or February 
23, 1983. In the U.K. the date is written before the name of the 
month, e.g. 6th July, 1983 or 23rd February 1983 (it is not nece¬ 
ssary to put the comma after the name of the month; also note 
the use of th, rd, etc. after the figures). In India both forms are 
used with the older and more conservative institutions following 
the British pattern. In any case, a business letter should never 
have the date written as 6-7-1983 or 23/2/83. Not only does the 
use of this short form show that the writer is careless and has 
little regard for the person to whom he is writing, but it can 
create a serious misunderstanding if the letter is.sent to a country 
like U.S. or to a company that following the American pattern 
of date writing. 

Significance. The date has an important legal function to 
perform as it indicates the time when the letter was written or 
when a particular transaction took place. It is also necessary for 
the purpose of filing and sorting out letters. Previous letters can 
also be traced with the help of the date line. 

THE REFERENCE NUMBER 

Position. It is typed slightly above, below or in a line with 
the date, but on the opposite side of the page, Some companies 
print letterheads which clearly indicate where the number is to 
be filled in, 

Contents. Some letterheads contain two reference lines; the 
first one gives the file reference number of the receiver and the 
second gives the file reference number of the sender. The reference 
line is printed in one of the following ways 

(a) Your Reference :...-- (b) Ref, No_(c) 

Our Reference:-— 

The file reference is indicated by letters of the alphabet and 
figures, depending on the system of filing in the company (alpha- 
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betical, serial, geographical, subject-wise, etc.) Sometimes it 
contains the initials of the person who has sent the letter or 
shows the department from which it has been sent. 

Significance. It is essential for filing purposes in the receiving 
and sending company. It helps, to trace previous correspondence 
on the same topic. When the receiver’s reference number is also 

quoted it is an act of courtesy and makes the work of filing much 
easier at the other end. 

THE CONFIDENTIAL NOTATION 

Position. This is an optional part of the structure of the 
letter and is used only when the contents of the letter are meant 
solely and exclusively for the person to whom the letter is 
addressed. Usually this notation is typed just a little below the 
Reference line on the left side of the page. Some firms, however, 
prefer to type it just below the letter head. It should be remem¬ 
bered that if the Confidential Notation is typed on the letter it 
must also be typed on the envelope. 

Contents. This notation consists of typing the word confiden¬ 
tial either in capital letters or with a red underline, There is a 
slight difference between letters that are confidential and those that 
are private or personal. Confidential letters pertain to business 
activities while the notation ‘private’ means that though the letter 
is being sent to the company address the contents, having nothing 
to do with business, are of a personal nature. It is necessary to 
point out this difference as many business concerns are in the 
habit of typing the notation as ‘Private and Confidential’, which 
is contradictory and wrong. 

Significance. Confidential letters are not opened by the gene¬ 
ral office staff, they are taken straight to the table of the officer 
or executive for whom they are meant. Such letters are to be filed 
in a separate file which will not be kept with the other records 
of the office. The Confidential Notation is used when referees 
write about the character of employees, when,status enquiries are 
made, when the letter contains defamatory statements which should 
•not be communicated to third parties, when important financial 
statements or reports are enclosed, when high level policy deci¬ 
sions are referred to in the letter. 

THE INSIDE ADDRESS 

Position. The full name of the person, firm or company to 
whom you are addressing the letter is written two spaces below 
the level of the date and two spaces above the salutation (or 
attention line, where there is one) in the le ! t hand margin This 
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is the position of the Inside address in all the stenographic forms 
except the Demi-official form in which it is placed at the end 
of the letter in the left hand margin. 

The Inside Address itself may be typed in the indented form 
or block form. Where the block form is used, in the U.S.A. it 
is customary not to place commas at the end of each line. This 
ommision of the commas is known as open punctuation It: is no. 
longer the right thing to write the word ’To' before the address. 
(Indented form) (Block form with Open Punctuation) 
Mr. Y. J. Kapadia, Mr. Y. J. Kapadia 

General Manager, General Manager 

Chug Motor Works, Chug Motor Works 

Steering Street, Steering Street 

Bombay 58. Bombay 58, 

Contents. The Inside Address consists of the name of the 
person, his designation, tde name of the company or firm and its 
full postal address. It is necessary that: all details should be typed 
in full, exactly as on the envelope. 

A letter may be addressed to an official in a company or to 
the company itself... 

Needle and Pins Co Ltd 
Longcloth Street , 

Bombay 8. 

It is bad manners to address an individual in a company 
when writing for the first time. It is always better, in such cases, 
to address the company itself. 

In the case of firms (partnership concerns) Messers (also- 
written M/S) can be placed before the name only, if it contains- 
a personal name. (Messrs in the contracted form of the French 
word Messieurs) 

Messrs Dhimjlal and Popathl 
Messrs Mukurjee and Gopalan 

It is incorrect to write Mesm before an impersonal name like- 
"Iron and Steel Works” or “Osman Umbrella Works”. In such 
cases it is best to write “The” before the name of the firm, e.g;. 
The Iron and Steel Works 
The Osman Umbrella Works 
Individuals, may be addressed as 

Mr N. K. Dhondy or Ski N. K. Dhondy 

Mrs P. Murty or Smt. P. Murthy 

Miss (Ms) R, Kaur or Kum. R. Kaur 







214 


Business Communication 


The importance of the Inside Address lies in the fact that as 
copies of all typed letters are kept, the address makes filing and 
future reference easy. It is also important where window envelopes 
are used. Again, in case the address on the envelope is unread¬ 
able or the envelope itself is torn or unfastened, the letter can 
still be delivered to the correct address. To ensure safe delivery, 
the Inside Address should always be fully put down, exactly as 
on the envelope. In the Demi-official form the Indde Address is 
placed below the signature on the opposite side. 

THE ATTENTION LINE 

Position. When used, the Attention Line is to be placed two 
spaces below the Inside Address and two spaces above the salu¬ 
tation. It is usually written in the centre of the.'page. 

Contents. It contains the name of tier person to whom the 
letter-writer would like the letter to go in the company or firm, 
it: is underlined and can he written in one of the following ways- 
Attention of Mr. DcsM 
Attention ; Mr I), .vii 

It should he carefully noted that as the Attention Line is 
meant to draw the attention of an individual, the Inside Address 
must be of a general nature like : The Ajax Co. /,?./, etc. The 
Salutation too must be a general nature like : Dear Sirs, etc. It 
would be ridiculous to type the name of Mr. Desai iu the Inside 
Address, Attention Line and also the Salutation. 

Significance. The Attention Line is only to he used when the 
letter is addressed to the company or firm and the letter writer 
wishes to attract the attention of a particular individual to the 
letter. It is best to use this line sparingly for in case the person 
is absent or on leave your letter will not receive a response till 
he returns. 

THE SALUTATION 

Position. The Salutation is always placed in the left side mar¬ 
gin below the Inside Address or Attention Line (where there is 
one). The Salutation is typed flush with the margin and should 
never be indented, Businessmen who use the NOMA form omit 
the salutation. 

Contents. The Salutation is like greeting a person when you 
meet him. The contents of the salutation will depend on the 
personal relationship between the letter-writer and. his reader and 
also on the form of the Inside Address. Given below are some 
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of the commonly used salutations with a brief remark on the 
use of each. 

Sir, (very lormal, to be used by subordinates while writing, 
their superiors) 

Dear Sir, (most commonly used form in business letters, to 
be used while addressing individual officers, etc. in an organisation) 

Dear Madam, (as above) 

Sirs or Dear Sirs, (plural form, to be used when the Inside 
Address is to a company or firm and not to an individual) 

Gentlemen : (plural form commonly used in the U.S.A.— 
non: use of colon after the word) 

Dear Mr. Him, Dear Mrs,..etc. (to be used when business 
relations are friendly, for Demi-official form) 

My dear Mr Him etc. (very rarely used in business letters, 
use only justified when relations are very close and friendly) 

Respected Sir, (no longer used in business letters, not to be 
used even while applying for a job; to be used while writing 
personal letters to old school masters or college professors) 

May it please your excellency : (formal way of addressing 
presidents, prime ministers, diplomats, heads of state, etc.) 

Dear Customer, Dear Reader, etc. (form used in circular 
letters) 

' Significance- The Salutation is the traditional way of greeting 
the reader in a letter. Apart from sounding polite and giving a 
due as to the relationship between the letter-writer and the 
reader, it: serves no useful purpose as such. This is why it is 
dropped in the NOMA form, 

THE CAPTION LINE (SUBJECT LINE) 

The Caption Line is usually placed below the Salutation, just 
above the My of the letter. In the Full-block it is placed to 
the left, hut in all die ocher forms it is typed in the centre ot 
the page. 

Contents, It is like a short title to die letter andk>fimbegta* 
with die most important, word and thus provides an index tor 
(Him as in most offices letters are filed according to them subject 
matter. It consist, of the letters ft t (Latin 
avoid using a Latin term, most letter writers use the abbrevia¬ 
tions Ref (referring) or Sub] t (subject) at die begtnnmg of the 

line, It should be noted that while ft! and Sub) can be us 
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just about everything, Ref can only be used in connection with 
some written, communication. 

Examples: ’ 

Ref; Your bank account with us (wrong) 

Ref: Your letter dated July 3, 1983 (right) 

In the U.S.A, the use of prefixes like Re, Ref and Suhj is 
considered unnecessary and their place is taken by a simple 
heavy underline of the caption line. It is important to note, how¬ 
ever, that in such cases (where the single heavy underline is used) 
the Caption Line is placed above the salutation and not below. 

Significance. The Caption Line enables the reader to under¬ 
stand at a glance what the letter is all about. It can he passed 
on immediately to the officer or department concerned. From 
the point of view of filing also the Caption Line is very impor¬ 
tant, this is especially so when the office files letters according 
to their subject matter. 

THE BODY OF THE LETTER 

Position, The letter itself, in paragraph form begins a space 
or two below the Caption Line. When the Caption Line is placed 
above the Salutation it begins two space below the Salutation. 
The first line of each paragraph will he indented in the margin 
depending on the type of stenographic form that is used. If the 
letter is very long, it should be continued on a separate sheet of 
paper. It is bad manners to, type on the reverse of a page, even 
if it just a line or two. 

Contents, A good business letter must build itself round one 
central idea, The points made in the letter should he linked with 
the filing and indexing process. If a banker is writing to a furni- 
ture manufacturer about the poor quality of the desk made by 
him, he should not, in the same letter, remind him to collect 
his Pass-book, (if this is done, in which file will the Copy of 
the letter go?) The information about the Pass-book should be 
sent by a separate letter. 

Great care should be given to the body of the letter and 
the presentation of arguments. It should h kept in mind that 
the key to effective business letter-writing lies in the planning 
and presentation of the contents. The usual plan of a business 
letter is as follows: In the first,paragraph make a reference, if 
amy, to, the previous correspondence; in the second paragraph 
state the main message; in the third paragraph elaborate on the 
message and fill in details, if necessary; in the closing paragraph 
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indicate what action has to be taken or what are your expecta¬ 
tions, wishes or intentions. Do not give numbers or sub-titles 
-to your paragraphs (except in a special type of sales letter). If 
the letter ends with a participle phrase like ‘ Hoping to hear from 
you soon ’ or ‘ Thanking you ’ do not forget to add ‘I am’ or ‘I 
remain’ before ‘Yours faithfully’. 

While drafting the body of the letter you should keep in 
•mind the ‘You Attitude’ and your tone should always be polite 
and tactful. In all communication, what you say is not as impor¬ 
tant as how you say it. 

Significance. Undoubtedly the body is the most important 
•part of the letter. All the other parts of the structure such as 
the date, salutation, etc. are only relevant in so far as they make 
the reading of the body of the letter easier and more convenient., 

THE COMPLIMENTARY CLOSE (SUBSCRIPTION) 

Position. The Complimentary is a polite way of saying ‘good 
bve’. It is typed two or three spaces below the last line of the 
body of the letter. In the Full Block form it is typed In the left 
margin but in all the other forms it is typed to the right of the 
centre. In the NOMA form it is omitted alltogether. 

Contents. The Complimentary Close agrees in the Salutation. 

Thus formal salutation like Sir and Dear Sir take the formal c ose 
of Yours faithfully and Yours truly, Dear Mr... would take a less 
form"rc!ose like Tiw sincerely, Yours cordially, °t Very truly yours. 

It should bo noted that the first letter of the Complimentary Close 
rial and the rest are small, It is also correct to invert the 
formhor effect and write Faithfully yours instead of Yours faithfully 
TtIC omphnentary Close is followed by a comm, A — 

mistake made in India is to put an apostrophe before s-You 

this is incorrect. , ... ,, 

Many busses letters end 

king you...’, expecting your early repbL.o • tlie 

is necessary to add the words ^^^Vg^mmatically 
• Complimentary Close so tlia a party for the first time 

■ correct. When you write a e ‘When you write the 

•you must use the words ‘I am 0 r ‘we 

: second or third letter you can use th 

remain. PI i;i, e foe Salutation, 

Significance. The Complimentary Clc«e, II ^ a 

has no important function to perform.lt only hep 








Language in a Business Letter 



In the world of business all activity centres round the exch- 
ange of money and goods, Often, the people who buy and sell 
are thousands of miles away from each other and can correspond 
only through letters. It is for this reason that the wording and 
style of the letter become very important, The wrong use of a 
word or the construction of an ambiguous or confused sentence, 
may mean a loss of thousands of rupees. The student of com-, 
merce, therefore, must choose his words carefully and learn to, 
frame his sentences accurately. It is to avoid confusion and mis¬ 
understanding and to make the functioning of commerce smooth, 
and efficient that Commerical English is taught and studied. 

Commercial English 

When the words “Commercial English” are used many people 
imagine that a special kind of English is being referred to. It is 
commonly thought that the English used in the trading world is. 
in some way different from the English used in everyday life or, 
say, in literature. This view is not correct. Commercial English 
is English prose composition and as such the usual rules of 
grammar will apply to it. 

Commercial English must be accurate and precise. Its purpose 
is that of carrying on business. The student of commerce will, 
therefore, have to use the English language correctly and accur¬ 
ately. He must be familiar with correct English usage, 

While speaking to a friend you' may say, “I have a lot of 
money”. An expression like this would, however, find no place 
in a business letter. It is colloquial, vague and undignified. In a 
business letter the sentence would be reconstructed as~“I have 
enough money to cover the transaction,” To take another exa¬ 
mple, you might inform your companion, while walking down a 
street, “This is my house,” In a business letter this statement 
would be considered inadequate as it does not indicate clearly 
whether you own the house, whether you have rented it, or are 
staying in it as a guest. From this it may be concluded that in 
everyday life we use words and phrases casually, carelessly and 
often inaccurately while in Commercial English we use language 
precisely and accurately. 15 

There is also difference in the prose used in literature and in 
business communication. In literature, style plays a very impor¬ 
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tant part and the reader derives pleasure from the style and pre¬ 
sentation, In Commercial English style is important only in so 
far as it makes the meaning more distinct or adds to the sense 
of an argument. Style in Commercial English is functional for a 
businessman “what he says is more important than the style in 
which he says it” which does not, of course, mean that he be 
rude or brusque. Politeness is a must in letter-writing. 

Formality in a Business Letters 

Text-book writers in England and America have rightly been 
lamenting the excessively formal tone of business letters. For the 
student of commerce, in India, the problem is of a different 
nature. Being fresh from school and totally ignorant of the nature 
and contents of buainess letters he is likely to construct loose 
and slipshod sentences, quite lacking in dignity. In examination 
answer papers one frequently comes across sentences like “Send 
the money to me quickly by post” or, “if you do not do what 
I am telling you I will complain to your higher-ups.” Indian 
students have yet to learn to inject a degree of formality in their 
letters so that while they make interesting reading they also appear 
■dignified. 

Commercial Jargon 

If excessive informality make the letters of students clumsy 
■and shoddy, excessive formality—the chief ingredient of which is 
Commercial Jargon —makes the letters sent out by most Indian 
business houses pompous, stale and ineffective. Both extremes 
have to be avoided if effective and attractive letters are to be 
written. 

There is some difference of opinion on the use of Commer¬ 
cial English, but Commercial Jargon has earned the disapproval 
of all—professors of English and businessmen alike. Jargon is 
“language full of technical and special words pertaining to a pro¬ 
fession.” There is nothing wrong with using technical words— 
indeed it is sometimes impossible to find adequate substitutes for 
them. What is wrong is that these words are used so often, some¬ 
times wrongly, and so mechanically that correspondence becomes 
ineffective and the words themselves begin to lose their meaning. 
The chief objection to the use of Commercial Jargon is that it 
gives correspondence an insincere tone. Perhaps when the first 
English businessman wrote to his conterpart, 11 1 beg to state that 
I have received your esteemed favour ” the recipient of the letter 
must have been greatly flattered. But when thousands of letters 
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dally “begged” to state that that theitwriters had received “estee¬ 
med favours” the words began to ring hollow and became mean- 

ingless. * , . F t i 

Commercial Jargon was in the heyday of its glory in England 
during the reign of Queen Victoria. At the turn of the century 
American influence began to be felt in the commercial work and 
this had a very wholesome effect on the language and sty e ot 
Commercial English. The crisp, terse and fresh language ot the 
Americans had a greater sales appeal and Englishmen hastily began 
to remove the stale meaningless phraseology of Commercial Jargon. 
Commercial Jargon, however, continues to reign supreme in many 

of the former British colonies— especially in India. ■ 

To make correspondence forceful, attractive and sincere m 
tone, technical terms should only he used when absolutely 
necessary. The student should remember that there are occasions 
when a technical or legal word is necessary and must be used.- 
There is no point in making a fetish of not using technical words 
and making unnatural constructions. 1 he point to be noted is that, 
as far as possible, simple, direct language should be used. Words 
of one or two syllables (preferably of Anglo Saxon origin) sho¬ 
uld be used instead of lengthy words of Latin or trench deriva¬ 
tion; Here are some typical examples of JargdfnVith their simple 
English equivalents : ....... , . , 

Have for acknowledgment ---We have received* 

Ultimo -Last month; 

Proximo --Next month 

Instar.: —(Give the exact date) 

The same —It 

We deem it is —We think it is... 


Assuring you of our best attention --(Omit) 


Kind compliance, or kind perusal 
Our best apologies 
We beg to state 
, Thanking you in anticipation 
Have noted the contents 
. The majority of 
A percentage of 
Substantial 
. Enclosed please find 
Correspondence resting with ; 
Vide 

Receipt of this... 


—(Omit) 

—(Omit) 

—(Omit) 

—(Omit) 

-(Omit) 

—Most 
—Some 
—Large 
—We encifcfec 

—Previous correspondence 
—Please refer 
—When you receive 
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Your goodselves 
At an early date 
Your Mr. Desai 
Per diem 

Under Separate Cover 
Our Mr. Prabhu 
As per instructions 


—You 

—Within a week or month 
—Mr,Desai, your accountant, 
—Daily, 

-Separately 

—Mr. Prabhu, our secretary 
—According to your instru¬ 
ction 

—(Give the exact date) 
—We shall be obliged if... 
—Your letter 
—Fair 


Even date —(Give the exact date) 

Do the needful and oblige —We shall be obliged if... 

Your esteemed favour —Your letter 

Equitable —Fair 

The Legal Obsession 

Perhaps India is the only country in the world which has so 
many non-practising lawyers. It has become a matter of course 
for graduates to collect LL.B. degrees before or after joining a 
commercial house. This is not in itself bad, for as the dictum goes 
ignorantia legis excusat neminem (ignorance of the law excuses no 
one). Moreover, a young man’s legal knowledge can be of use to 
the institution lie works in. The great drawback, however, is that 
the young executive tends to draft a letter to a client as though he 
were drawing up the hitter’s last will and testament. Consider this 
paragraph drafted by an excutive with a law degree : 

“You are hereby informed that if the amount of Rs. 4,500 
now owing to us is not paid up within a period of two weeks, 
dating from the date of this letter, the matter will have to be 
referred to our legal advisers. The said amount has been long 
overdue and my directors are constrained to take a serious, 
view of the matter.” 



It is likely that the legal terms and tone will frighten the 
client into paying the amount at once, but it is also very likely* 
that he will begin looking round for another firm to'do business 
with. To get the money and lose a client is poor business tactics, 
indeed. Consider the following re-draft, designed to obtain the. 
money and retain the client : 

“Upon going through our records I was suprised to find a. 

. sum of Rs, 4,500 outstanding against your name. The sura has. 
been outstanding for a very long time and in accordance with, 
office practice the matter would have been referred to our legal, 
department for action. But as I am sure the matter has been over¬ 
looked by you, I am sending this reminder with a request to pay 
the amount within two weeks, In case you want the loan period 
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to be extended you can approach the undersigned on any work¬ 
ing day and the details could be worked out...” 

Here are a few legal terms, very popular with clerks and 
officers, which should be used sparingly, if at all: 


The same 

Hereby 

Aforesaid 

Thereby 

Cited 

Whereby 

Vide 

Thereto 

Pet- 

Perusal 

Prior to 

In lieu of 



"The Four C-s of Commercial Correspondence 

Effective business letter can be written by keeping the four 
C-s of commercial correspondence in mind, They are (i) Clarity 
(ii) Conciseness (ii) Correctness, and (iv) Courtesy. 

Clarity and Conciseness 

To achieve clarity and conciseness there are four simple rules: 

1. Construct short sentences; 

2. Use short words instead of long ones; 

3. Use familiar words instead of unfamilior ones. 

4. Use concrete nouns instead of abstract nouns. 

A well drafted business letter is marked by clarity of thought 
and expression and by concise, accurate composition. It must 
not contain long, involved sentences. No one should have to read 
a sentence twice to grasp the meaning. 

Clarity, of course, comes of a clear mind, But assuming that 
the writer of the letter has this, and knows exactly what he is 
writing, there are certain ways in which language can be used so 
that clarity and conciseness are achieved. 

As far as possible short sentences should be constructed. For 
■example, do not say: 

“There are several proposals, made by the party concerned, 
which we hope will receive your careful study and considera¬ 
tion before you finally arrive at a decision,” (26 words) 
Say:— 

“We hope you will examine the proposals made by the party 
before arriving at a decision.” (16 words) 

Do not say 

“In response to your request it gives me great pleasure to 
send the information which please find enclosed, and which 
I hope will be of assistance to your customers,” (29 words) 
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“1 hope your customers will find the enclosed information 
useful.” (10 words) 

It is also always better to use the active voice in preference 
to the passive voice, and to avoid negative constructions. This 
will help to make the letter forceful and vigorous. 

Do not say 

“All securities that are offered to you by clients must be 
scrutinised carefully by you.” 

Say :— 

“ You must carefully scrutinise all securities offered by clients.” 
Do not say 

“Do not: make it impossible for the branch to function effecti 
vely.” 

Say 

“Make it possible for the branch to function effectively.” 
Avoid the following long and unfamiliar words and use their 
simpler equivalents: 


Approximate 

Acquaint 

Assist 

Commence 

Cognisant 

Consider 

Despatch 

Endeavour 

Peruse 

Proceed 

Reside 

Request 

Subsequent 

Terminate 

Unilateral 

Utilize 

Expeditiously 

Discrepancy 

'Gratuitous 

Lucrative 


—About 

-Tell 

—Help 

—Begin 

—Aware 

—Think 

—Send 

—Try 

—Read 

-Go 

—Stay 

—Ask 

—Next 

—End . 

—One-sided 

-Use 

—Promptly 

—Difference 

—Free 

—Profitable 


Sometimes a great deal of time, space and energy is wasted 
by using redundant words and phrases. A redun ant wor 
phrase is one which is not needed as its meaning is u y c j 
veyed by another phrase or word in the same sentence P 
from wasting time and space such words irritate the educa i 
reader and repel hto, Here ate some typical redundant phrases. 
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We shall thank you for a precise explanation (omit “precise )' 
Early reply by return mail (early =return mail) 

Also reciprocate the same (reciprocate»the same) 

Now, without any further delay (now = without delay) 

Little by little and gradually (little by little = gradually) 

Refer back (refer = back) 

Free gift (free 3 gift) 

Again repeat (repeat=say again) 

Co-operate together (co-operate=work together) 

Exactly the same (exactly=the same) 

Basic fundamental (basic =fundamental) 

Correctness 

In a good business letter there must be correctness of lan¬ 
guage and correctness of information. There can be no place for' 
guesswork or inaccurate statements. When in doubt the best' 
thing to do is to inquire. The successful businessman errs on .the 
side of understatement rather than over-statement. 

Courtesy 

If the “you” attitude, mentioned in an earlier chapter, is kept 
in mind then a courteous tone will naturally come into the busi¬ 
ness letter. For just as the writer would not like to receive a 
rude or discourteous letter similarly he should not write himself. 
Courtesy is therefore a matter of “frame of mind” rather than, 
the use of polite or oily phrases. 

Courtesy can be shown in a variety of ways : (i) By replying 
promptly; (ii) by attending to complaints quickly; (iii) by spelling, 
proper names correctly; (iv) by attending to requests promptly; 
(v) by making quick payments; (vi) by quoting complete reference 
numbers while replying. By not following these simple rules we- 
show discourtesy to the person who receives and reads our letteis. 

In the main, however, Courtesy is matter of tom. A polite 
tone can be introduced by using tetms like 'please’ or ‘thank you' 
and also by always giving the opposite party the benefit of the 
doubt. If a man has not settled your bill, do not rush to your 
typewriter and call him ‘unreliable’ or untrustworthy,’ instead 
suggest in your letter that the non-payment on his part may be 
due to ‘oversight’ or ‘error’. In replying to a letter of complaint 
always thank the complainant forp ointing out some defect in., 
your organisation, do not make counter allegations. As a salesman., 
would put it, “the customer is always right.” 

Tact 

Tact and courtesy go together. Tact is the 'skill and under¬ 
standing shown by a petson in handling people and situations in, 
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such a way that no offence is caused, The tactful writer of letters 
has to bear in mind the ‘You Attitude’ and also the goodwill 
function of letter-writing. There are some situations that call for 
tactful handling, such as when credit has to be refused, a com¬ 
plaint or claim cannot be adjusted, or there is likely to be a delay 
in the execution of an order. 

Promptness in Replying 

Promptness in replying to business letters is an aspect of 
courtesy. It is very bad manners to delay in replying to letters. 
While this would apply to all manner of correspondence it takes 
an added significance while replying to letters of complaint. For 
in this instance it would be a case of “'justice delayed is justice 
denied ”, When possible a reply should be sent within twenty- 
four hours. Even if the request made in the original letter can¬ 
not be complied with immediately or requires some time to ans¬ 
wer fully, a letter acknowledging receipt of the original letter 
should be sent immediately so that the inquirer knows that his 
letter is being attended to. Promptness in replying is also a 
matter of sound business policy. Suppose a customer has written 
to several firms with a view to placing a large order he cannot be 
expected to wait indefinitely for your offer, he might place the 
order with the first firm that seems to offer reasonable terms. 
Promptness in replying is, therefore, vital to business, 

DO’S & DONT’S OF COMMERCIAL CORRESPONDENCE 
On the basis of the general principles of commercial corres¬ 
pondence given so far it is possible to frame a set of “Do s- 
and Dont’s for the benefit of the student. 

1. Do write carefully, do not attempt to imitate the casual 
manner of oral communication. Think before you write. 
Avoid colloquialisms and slang. 

2. Do write to be understood not merely to impress. 

3 Do use the letter as a salesman or representative of your 

’ firm. See to it that the paper is of good quality and proper 
colour and has matching envelope. See that the letter is- 
neatly typed with proper margins and spacing. 

4, Do make sure that the proper layout is used. Batanced tor 
routine letters, unbalanced for sales letters. Don't leave it to 
the discretion of the typist to use any layout he or she likes. 
The firm should have a definite style and pattern of its own 
which should be uniformly followed by all the typists. 

5. Do see that sufficient copies of each letter are kept for pur 
poses of record and reference, 
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6. Do persuade your reader with the help of the ‘You Attitude’. 
Don’t attempt to force views on him. 

7. Do build goodwill with every letter that is sent out, 

8. Do send follow-up letters whenever necessary, 

9. Do use a letter head which is functional rather than deco¬ 
rative. Do not clutter it with too many words or garish 
colour and lettering. 

10. Do see that every letter has the correct inside address, date 
reference number, etc. before the letter is signed by you. 

11. Do see that the letter iVdrafted in a simple straight-forward 
style. Avoid commercial jargon and legal terms. 

12. Do see to it that the letter is (a) clear, (b) concise, (c) correct 
and (d) courteous, 

13. Don’t lose a customer by being rude, critical, aggressive or 
legal; but do assert your right politely and firmly. 

14. Do reply to all letters received by you. 

15. Don’t regard letter-writing as a necessary evil but as a means 
to improve your business. 

16. Do punctuate your letter to achieve clarity and not to confuse. 

17. Don’t write to the wrong person in authority. 

18. Don’t preach to your reader. Business letters are not Sunday 
sermons. 


REVIEW QUESTIONS 

1. Explain the term ‘Commercial English’ and ‘Commercial Jargon’ and des¬ 
cribe what role they play in commercial correspondence. 

2. What is meant by ‘Formality in a Business Letter’ ? 

3. Why should legal terms and phrases be avoided in business letters? 

4. What are four C-s of Commercial Correspondence ? Write a brief note on 
each. , 


5. "A business letter must .be concise and complete, not concise or complete.” 

Discuss. . * 

6. Show how courtesy plays a dominant role in all business letters. Discuss the 
various aspects of courtesy in business correspondence. 

7. What are the different ways in which a businessman can show courtesy 
while attending to his correspondence ? 

3, Discuss the importance of courtesy as an essential quality of all business 

■ CO! ; res Pondence. ' (B.U, Dec, 1980) 

9. Point out, by suitable examples, how rudeness is harmful to both the customer 
and the businessman. (B.U. April, 1981). 

10. Write short notes on: ■ ’ 


m) Clarity in business writing (BU„ F.Y.B.Com. Dec. 1981) 

-(b) Tact in business correspondence (B.U., F.Y.B.Com. April 1982) 

<c) Business Jargon (B.U., B.Com. April 1982) 

(d) Sources of Discourtesy in a Business letter (B.U„ B.Com. April 1982) 

(e) Courtesy in business letter writing (B.U., S.Y.B.A. Nov. 1980) 

11. What is business jargon ? Do you advocate its use in letters ? Give reasons. 


(B.U,, S.Y.B.A. April 1980) 


Part II 

WRITTEN COMMUNICATION 

COMMERCIAL CORRESPONDENCE 

(Portion for the Second terra) 


“7 have made this letter rather long only because 
l have not had time to make it shorter 






1 LETTERS OF APPLICATION 

1 AND APPOINTMENT 

fbe first thing to bear in mind while drafting a letter of 
application is that it is type of sales letter; the tiling for sale 
being the services of the writer. A false sense of modesty is 
therefore completely out of place. The applicant should try to 
show how valuable he will be to the institution rather than how 
grateful he will be if he gets the job. People are employed for 
their efficiency and their talent and therefore any appeal to the 
charitable or generous instincts of the employer should be avoi¬ 
ded. For instance, it is not proper to write that you need the 
job because your father has retired and the famliy needs money 
to educate your young brother and sister. Such things may be 
mentioned in the interview, if the occasion arises, but should 
never be written in the application letter. 

The Sales Aspect 

The letter of application is compared to a sales letter as in 
it the writer tries to sell his services and talent. It would, there¬ 
fore, not be wrong if the writer of a letter of application applied 
the time-honoured sales formula ‘AIDA’ and drafted the letter 
so as to attract Attention, arouse Interest; create Desire and 
prompt Action, 

Attention can best be attracted by emphasising the services 
that the applicant can render. Convince the reader that you 
possess talents and qualifications which will prove helpful in his 
business. Attention can also be attracted by adopting the ‘You 
Attitude’ throughout the letter. Do not write about how badly 
you need the job. Also do not criticise your present employers 
or express dislike for your present work. Instead, emphasise what 
you have to give the prospective employer. Convince him that 
it is to his advantage to employ a person like you. A good begin¬ 
ning could go a long way to attract attention. 

Interest can be aroused by giving the prospective employer 
proof of your merits. Give details of your previous employment 
and samples of work done by you. Provide convincing references 
and testimonials from teachers, ex-eraployers and other important 
persons. Not a little of the interest will be aroused by the manner 
in which the application is worded and the facts presented. Be 
truthful and provide full details about yourself. 
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If the facts have been attractively and interestingly presented : 
and if they carry sufficient conviction then the letter will create- 
a desire in the mind of the reader to meet the applicant and 
either to employ him or. test him further. He may decide to refer 
to the “references” provided and obtain their opinion about the 
applicant. 

Action is prompted in the form of a call for an interview. 
It is therefore normal to end a letter of application by asking: 
(never beg) for an interview. Suggest that such an interview should 
be at the 'convenience’ of the prospective employer and that it 
is.certain to prove rewarding for both parties. When applying: 
for a post on one’s initiative and not in response to an advertise¬ 
ment it would help to enclose a self-addressed envelope or 
provide, a telephone number. 

The Opening 

‘Well begun is half done’ is most true of letters of application. 
A good opening paragraph' is very helpful in creating a favourable 
impression about the applicant. It must be eye-catching and at 
the same time relevant. It would be irrelevant to begin with a 
catchy slogan or humorous story though this might catch the eye. 
A direct approach, combined with the 'You Attitude’ would be 
the best form of beginning. The opening paragraph may also 
summarise the qualities and qualifications of the applicant: 

“/ have worked for five years as an accountant with Messrs Fixer 
and Mixer and am therefore qualified for the post advertised by you” 

Another way of starting the letter is by using the 'name begin¬ 
ning; i.e. mentioning the name of a business associate, friend or 
officer who has informed you about the post: “Mr. Mehta, your 
General Manager, has just informed me of your need for an 
experienced and reliable cashier.” Such a beginning can only be 
used if the prior permission of Mr. Mehta has been obtained. 
Where such permission has been obtained the name beginning, is 
the best opening for it is in itself a form of recommendation. 
The Tone of a Letter of Application 

The tone of a letter of application will depend on the nature- 
of the job applied for. For a sales job the letter must be aggre¬ 
ssive and consistent. It may even begin with a sentence like : 
“After reading this application you will agree with me that your 
search for a live-wire salesman is over.....,” But a sentence like- 
this in an application for the post of an accountant is the surest 
way of asking for a rejection. Dynamism in a book-keeper is rightly 
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■regarded with suspicion, for it might take the form of his running 
■away with the cash box ! In general, it may be said that the tone 
•of letter of application must be respectful but never servile. F 
applicant must put down his qualifications and capabilities boldly, 
•for only a person who respects himself will be able to command 
’the respect of his<employers. 

'Two Types of Letters of Application 

Letters of application may be of two types-(a) those in reply 
•to advertisements - (solicited) and (b) those written by the applicant 
•on his own initiative, (unsolicited). 

'Two Ways of Writing the Letter of Application 

The Tetter of application may be sent as a single letter or it 
on ay be broken up into two parts (the covering letter and the 
“record sheet’). The application may be sent as a single letter 
•when'the qualifications and experience of the applicant are meagre 
•or very few in number and would appear ridiculous if placed 
on a separate sheet. A person with a poor school record and no 
■previous work experience should use this form while applying 
-for a clerical or similar post. If, however, the applicant has a 
• good academic record or some other merits, qualities and qualica- 
•tibns, he should use the bio-data form as putting all his qualifica- 
vtions down in one letter would give it a cluttered appearance 
; and some important details might be over-looked. 

The bio-data form has several advantages over the single letter 
'form. It permits the covering letter to highlight the special qualities 
•of the candidate while the ‘data’ or ‘record sheet’ can give a 
mass of other details in concise form. Most employers prefer 
•the bio-data form as the record sheet can be filed and it is most 
(helpful during interviews. Another practical advantage of the 
.bio-data form is that the applicant can use the same record sheet 
•over and over again while applying to different firms, All he has 
rto do is change the covering letter to meet the specific require¬ 
ments of each employer. 

The bio-data is also known as the resume' and very often 
young graduates have many copies of the resume made on good 
•quality bond paper and send it out with individualised covering 
letters to as many prospective employers as they can. The resume 
,or biodata should be carefully prepared and should consist of 
•the following items :- 
16/B.C, : ‘ ■ 
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1. The Heading. This includes the applicant's name (usually ini 
capital letters), address and phone number, age, height, weight' 
and marital status (if this information is relevant). 

2. The Education Block. The degrees and diplomas collected! 
by the applicant and the grades obtained along-with- a list of 
scholarships and prizes. 

3. The Extra-curricular Block. The Extra-curricular activities- 
* of the applicant in his school and college days may be listed. 

here along with the prizes won. 

4. The Personal Interest Block. Hobbies, personal activities which- 
bear directly on the job, etc. should be given, in-this block. 
Membership of religious and political organisations should; 
not be mentioned. 

5. The Experience Block. Details of posts held; the period for 
which they were held, the nature of the work: and the salary 
drawn should be given in this block. 

6. The Reference Block. Names of referees (school teachers,, 
college professors, previous employers, public figures) should 
be given here with their full names, designations and addresses,. 

As already mentioned the bio-data or resume must be acco-- 
mpanied by a covering letter. The covering letter should be a 
short one (on one sheet of paper only), direct and attractive. It 
must introduce the applicant and mention the specific reason for 
which he is interested in obtaining the particular position or post. 
It must highlight the applicant’s background by mentioning the 
major qualifications (not all—these will be given in the resume) and* 
invite the reader to consider the details in the resume 1 , It must 
end with a request for an interview at an early data (it does not 
appear proper to ask directly for the job). 

Correct Phraseology 

While writing an application the following sentences and 
phrases should be avoided not only because they are wrong ini 
their tone but also because they are hackneyed. 

“7 beg to apply for the post of .” 

“7 reply to your advertisement appearing in . 

“7 have the honour to apply for the post of,..,” 

“Thanking you in anticipation of an early call......”' 

“Assuring you of my best and humble service.....” 

'‘...grant me the favour of an interview.” 

“I have the honour to remain , your most obedient servant.”' 


Letters of Application and Appointment 

Given below is a list of choice phrases and sentences which 
students could use in letters of application : 

/ am writing this in the belief that my qualifications and ex* 
perience fit me for the post of .” 

“Can you use a young man of good background and education. ?' 

“This letter will take only a few minutes of your time.,.” 

Salary is of secondary consideration to the opportunity of a 
worthwhile career . ” 

“I shall look forward with pleasure to hearing from you .’* 

“May I have an interview at your convenience ?” 

“In should sincerely appreciate the courtesy of an intervhw at 
your convenience” 

Application in Response to a newspaper Advertisement 

“Wanted young lady graduates to work as secretaries for a large 
textile organisation. Apply with full particular to Box Mo. 
25410, The Times of India , Bombay 400 001,” 

REPLY : (Single letter form) 

Young Ladies' Hostel, 

53, Marine Street, 
Marine Lines, 

Bombay. 

1st January, 1984 

The Advertiser, 

Box. No. 25410, 

The Times of India, 

Bombay-1. 

Dear Sir, 

Re : Post for secretaries in your organisation. 

This is in response to your advertisement appearing in yester¬ 
day’s Times of India. 

Tam a commerce graduate of the University of Bombay 
having graduated from the Mithibai Motiram Kundnani College 
of Commerce and Economics. I graduated in 1980, specialising 
in Business Management. I thereafter joined the J. J. College of 
Commerce and completed a course in Executive Secretaryship. I 
can carry out independent correspondence and can type at a speed 
of 50 words a minute. In shorthand I can take down 100 words 
a minute. 
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My favourite hobbies are flower decoration and sketching. In 
school I was a keen girl-gyide and in college I was secretary of 
the Literary and Debating Society and the Scribblers Club. . 

1 am enclosing with this application copies of testimonials 
from the principals of the institutions where I studied.M shall 
appreciate the opportunity of an interview so that I may furnish 
you with more details. 

Yours truly, 
(Miss) K M. Shah 

Note : The difference between ‘Box No.’ and ‘Post Box No.’ 
should be clearly borne in mind. The Box No. is the number 
given to an advertisement by the newspaper in which it appears. 
The Post Box No. is the number given to a post box reserved 
for a party by the post-office. All mail addressed to the party is 
collected in the box or bag. 

Application sent to a Bank on the Applicant’s Own Initiative 
(Single letter form) 

Loyal House, ■ 
Faithful Street, 
Bombay-3. 

8th August, 1984 

The Manager, 

The Expanding Bank, 

Money Street, 

Fort, Bombay-1 
Dear Sir, 

^understand' that your bank takes up.a few fresh graduates 
every year and trains them for managerial posts in your institution. 

I just passed the B. Com, examination with 58 per cent 
marks in the principal subject'—Accountancy. I have also taken 
a diploma in Costing and Company Secretaryship. 

All through my school and college days I took keen interest 
in sports, especially cricket and table-tennis. I had won several 
prizes in inter-class events. The members of the teaching faculty 
always had a good opinion of me, as the enclosed testimonials 
will show. 

I am eager to learn and will undertake any training pro¬ 
gramme with enthusiasm and earnestness. 

Your faithfully, 
Anil Gupta 

Ends: Copies of six testimonials. 
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Letter with a ‘name begining’, 

(Single letter form). 

8, Sunder Nagar, 
Malad, Bombay 64 
9th April, 1983 

Mr. P. K. Mutalk, 

Partner, Xpro Brothers, 

7, Hamam Street, Fort, 

Bombay-1 

Dear Sir, 

Professor S. J. Shah has informed me that vour firm has a 
vacancy for a competent accountant. As I am a degree holder in 
Accountancy and have also some experience in the line, I feel I 
could be an asset to your organisation. 

I graduated from\ the Sydenham College in May 1982 with 
Accountancy as my special subject. I obtained a second class. 
Earlier I had obtained the Government Commercial Diploma, 
while studying in the Intermediate class. Impressed by my dili¬ 
gence in the classroom, two of my professors, Prof. K.M. Desai 
and Prof. S. J. Shah had given me part-time employment in 
their firms. Thus I have worked in the office of Chartered 
Accountants for a total period of three years even while I was 
a student. After graduation I have joined the firm of Messrs 
Kanga & Bros, who are leading solicitors in the city. Though 1 
am happy with the salary and conditions of work I find that much 
of my work is of a general clerical nature and even includes 
going to court and does not give me much scope to work as 
an Accountant. As Accountancy is my first love I would prefer 
to be employed in an organisation which can give scope to my , 
skill and talent. 

By contacting my present employers and also by referring to 
Prof. Shah you will be able to form a more complete idea of 
my work and my personality. May I hope that you will write to 
me at the address given above and grant me an interview ? 

Yours truly, 
Ashok B. Nadkarni 
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y Letter of Application for the post of a Salesman {Bio-data form) 
{Covering Letter) 

78, Cross Street, 
New Town, 

13th January, 1983 

The Personnel Manager, 

Publications Division, 

J. J. College of Commerce, 

Nanabhoy Lane, Bombay-1 
Dear Sir, 

I am replying to your advertisement appearing in yesterday s 
Times of India as I am confident that I possess all the qualities, 
qualifications and experience you require. 

I am at present employed by Messrs Sethji &. Sons as a 
sales representative. The reason why I would prefer to be in 
your employment is that I wish to gain experience in a large- 
scale, well established institution like yours. Merely selling 
guide-books, I feel, does not give full scope to my talent and 
ability. 

The enclosed bio-data will convince you that I should be 
called for an interview as soon as possible. 

.• Yours faithfully, 

/. M, Pusher 

Bio-data of /. M. Pusher 
78, Cross street, 

New Town 

Age: 25 years 

Education: University of Bombay, Economics graduate, 

April, 1975. Diploma in Marketing and 
Advertising, June, 1976 

Special I speak English, Marathi, Gujarati, and 

qualifications: Bengali fluently. 

Previous Sales representative to Sethji &, Sons for 

experience; the last three years. 

Extra-curricular Elocution prize winner in college and mem- 
activities; ber of the Amateur Dramatics Society. 

Salary: Is of secondary importance to the oppor¬ 

tunity to take up challenging and interest' 
ing assignments. At present drawing R$. 
650/- p.m. 
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Application for the post of a Public Relations Officer (Bio 
•data form) ( Covering letter) 

86, Merry Street, 

Bombay-50 

8th February, 1982 

The Advertiser, 

Box No. 6754, 

The Indian Express, 

Bombay-20. 

Bear Sir, 

As I read 'your advertisement in this morning’s paper it see* 
med to me that it had been inserted specially for me ! My 
•qualifications and experience meet your requirements exactly. 

You want arnan with active public relations experience and 
(preferably some degree in the subject. I have just returned from 
the United States where I worked for seven years as Assistant 
Public Relations Officer in the Gimmik Corporation. lama 
■degree holder in the subject having graduated from the Kenneth 
•College of Marketing and Advertising in 1973. Till such time as 
il can find a posting suitable to my knoweldge and experience, I 
.have accepted a teaching assignment at the Bombay College of 
Marketing and Public Relations. This has enabled me to acquaint 
imyself with Indian conditions and know-how on the subject. 

If you want a third-party assessment of my abilities, please 
•refer to:— 

Mr. J. M. Keating-Vice-President-Gimmick Corporation, 

.36, Cherry Hill, New York, U. S. A. 

Mr. P, L. Many-Principal, Bombay College of Marketing 
, an d Public Relations, 7, Watcjhha Road, Bombay-400 020, 

J shall be happy to come for an interview any time you wish. 

Yours faithfully, 
Arvind Dass. 

8th February, 1983, 

Bio-data of 
ARVIND DASS 
86 , Merry St„ 

Bombay-60 


'Separate Sheet 
Telephone 

534227 
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EDUCATION: 

19524 965 St. Xavier’s High School, Bombay-Passed SSCE. 
in the first grade. 

1965-1969 Sydenham College, Graduated; (B; Com.) in the- 
first grade. 

1969-1973 Scholarship student at the Kenneth College, U.S.Au 
specialising in Public Relations. 

EXPERIENCE: 

1973- 1974 Trainee in the P. R. Department of'the Gimmick: 

Corporation, 35, Cherry Hill, New York, U.S.A. 

1974- 1981 Assistant Public Relations Officer, Gimmick Cor¬ 

poration, 

SPECIAL INTEREST, 

Radio script writing. 

■, T. V. programming. 

PERSONAL DETAILS : 

Age. 33 Martal Status,.. Unmarried; 

Height.5 ft. 11 in. Religion... Hinduism 

/Weight.74 kg. Hobbies......... photography, writing: 

Health.Very good Sports,. tennis 

Self-Solicited Application for Post 
( Bio-data form) 

Mad an House, 

3, Jobless Street! 

' Unemployment Town*. 

8th May, 1982 1 

The Personnel Manager, 

Garuti Motor Co., 

Shahanobaug, 

Dear Sir, 

With graduation only a few weeks a way I would like to'apply- 
for the position of an engineer-trainee in your organisation. I expect: 
to obtain my degree in Automobile Engineering from.the Gamadia 
School of Engineering shortly. I am confident that Twill finish' 
in the top 10 per cent of my class. 

In my spare time I have taken up part-time employment with- 
different small and big garages in , and around Unemployment- 
Town and have acquired much valuable experience. The enclosed 1 
resume' will gave you fuller details of this experience and'the rest 
of my background. 
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May I hear from you regarding my qualifications and may l 
come to see you as soon as I get my degree 7 

Yours faithfully,. 
Maki Ttilli 

Resume' of 
MAKITALLI 
8, Jobless Street, 

Unemployment Town. 

EDUCATION 

Degree in Automobile Engineering, (will graduate in June, 1982) 
Inter Science—First class, University of Bombay, June, 1980. 

Studied at the Hind Jai College. 

S. S. C. —First Class, rank fifteenth in the Board list. 

EXPERIENCE 

July 1976—December 1977-Saltex Service Station at Goregaon 
January 1977—October 1977-Weldone Motor Works at Small Town 
October 1977—July 1978-Finework Welders ac Masagaon. 
September 1973—December 1978—Hairfine Motor Machines at Nee: 
January 1979—continuing—Martin Motor Works at Small Town, 

I voluntarily changed different jobs so as to acquire different 
skills and experience of a varied nature. 

OTHER INTERESTS 

Fretwork and carpentry', Music and reading. 

. PERSONAL DATA 

Born : 10th December 1959, Weight: 70 Kg., Height : 5' 10". 
Health : Excellent. 

REFERENCES 

Prof. Datta Ray, Professor of Physics, Hind Jai College, Small 

Mr. Milcey Ratta, Director, Neoplax Co. Ltd., Fret Street, Small 
y'Tovm. 

Polite letter Rejecting Application 

THE MODERN CONSTRUCTION CO. 

7, Going Street, 

Bombay-1. 

20th February, 1982- 

Mr. F. H. Metha, 

8, Sunder Street, 

Bombay-3. 
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iDear Sir, 

We congratulate you on the wonderful work you have been 
doing in prefabricate structures. We were greatly impressed by 
the working papers that you have submitted to us, Unfortunately 
■we are a small company of old fashioned builders who have not 
yet ventured into any new types of building so far. But we know of 
many persons in business and industry who will be interested in 
■employing your service and backing up your schemes and plans, 
'Please stop by and discuss this matter with us. 

Yours truly, 
R, T, Murty 
Mg. Director 

THE FOLLOW-UP LETTER 

Most aspirants for a job believe that they have done their 
best once the interview is over. This is not necessarily so. A few 
days after the interview is over, and before the result of the inter* 

• view is announced, the candidate should send a “follow-up letter 
'In this letter he should express his thanks for being called for the 
interview and may end by hoping that the merits and qualifications 
of the writer will be given favourable consideration. The letter 
should be short and run on the following lines 

“I must thank you for your kindness in granting me an inter¬ 
view the day before yesterday. 1 consider the manner in which 
the interview was conducted a rewarding experience in itself. 
Especially your question on the ‘abolition of octroi duty', has set 
me thinking on the problem and has induced me to write an 
article on the subject. I hope that my qualification and expe¬ 
rience will obtain for my application a favourable consideration.'’ 
There is yet another type of follow-up letter which must be' 
-considered, When a candidate applies for a post on his own 
: initiative he is usually met with a polite letter of rejection which 
| informs him that no vacancy exists at the time but that his 
: application will be kept in the file “for future reference.” Most 
■candidates take this as a final rejection and do not pursue that 
anatter further. Experience, however, has shown that a follow-up 
letter sent after a few months has produced positive results. The 
■ follow-up letter must give the exact date and reference (if any) 
of the first application and the reply to it. It could then go on 
-to say: 

‘7 am writing in the hope that you may now have a vacancy for 
a keen and sincere worker in the clerical department. You have 
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already been kind enough to keep my application on your files. 

In addition to the qualifications listed in my application , I have 
learnt typing in the last two months. I can type at a fairly good 
speed and hope to appear for the government typing examination 
to be held in September ...” 

After interview Letter 

P. R. Shah, 

Lahhmi Lodge, 

Durga Street, 

Bandra, Bombay. 

7th March, 1983 

The Personnel Manager, 

Cleartone Co. Ltd. 

•5, Rachback Street, 

Bombay-31 
Dear Sir, 

Thank you for the interview that you granted me yesterday 
and which I found to be an education in itself. I had no idea 
that Cleartone Co. was such a diversified industrial unit till 
our talk. 

I have read, with great interest, the literature that you were 
kind enough to give me yesterday. I found the booklet Cleartone 
Speaks a fascinating one. I hope you will allow me to visit the 
plants and laboratories of the company and see with my own eyes 
what I have heard and read about. 

Having known more about your company I am keener than 
.ever on joining you, I hope application receives your favourable 

•consideration. , ,, „ 

Yours faithtully, 

P. R. Shah 

Another after-interview letter 

10, Mahesh Nagar, 
Goregaon, Bombay 66. 
9th April, 1983. 

Dear Mr. Karnik, 

Thank you for taking time on the 6th April to talk to me 

about my application for joining your organisation as an account¬ 
ant. I had shown you my original certificates during the interview 
• and am now enclosing, according to your request, copes 
<your office record. 
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During the interview you mentioned that your company, was 
looking out for a young man who had at least two years experience 
in a responsible position, In this connection, I would like to- 
remind you that during my five years with the Pexoide Trading 
Corporation I had worked in a lead capacity. The experience I. 
gained there would be useful for the job you outlined. The fact 
that 1 attended college and served at the same time and also- 
shouldered the responsibilities of my family is sufficient indication 
of my perseverence. 

My academic qualifications and seven years of experience- 
will enable me to assume the accounting and office responsibilities 
that you pointed out to me, Please let me know your decision. , 
You can trust me to work for you with dedication and a sense 
of duty. 

Yours faithfully, 
Nandu Paiganker 

Mr. P. K. Karnik, 

Chief Person el Officer, 

Xepro Chemical Works Ltd, 

78, Jogeshwari Road, 

Bombay 66. 

LETTERS OF APPOINTMENT 

Letter of appointment deserve more care and attention tham 
they seem to be receiving at present. As the first official comm¬ 
unication from the employer to the new employee it should set 
the tone for their further relationship. Today even an uneducated 1 
employer realises that a happy and loyal employee is his greatest 
asset. The letter of appointment should therefore be politely 
worded and so drafted as to arouse the young recruit’s enthusiasm, 
for the work ahead. A blunt and terse letter curtly informing the 
; employee to report at certain hour for duty should always be 
avoided. 

The letter of appointment , should clearly state the name and' 
designation of the person issuing the letter, the salary and other- 
allowances that the employee will be paid and whether the post 
is temporary, probationary or permanent. The period of probation,, 
if any, should be mentioned. The other conditions of service 
should also be specified along with the nature of the duties. 
Even if the appointment has been made verbally at the interview,, 
it should be confirmed immediately in writing in the form, ofi a 
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letter of appointment. The letter usually ends with a request for 
■an immediate reply accepting the appointment or with a request 
to confirm acceptance of the the terms and conditions on a copy 
•of the letter and return it. 

^ Letter confirming appointment: 

v THE BROTHO BROTHERS 

89, Hollow Street, 

Bombay-76 

8th May, 1983 

Dear Mr Talli, 

I am writing this to confirm your appointment as an Engineer 
Trainee in our organisation. Your duties will be as outlined at 
-the interview yesterday. 

You will be on an apprentice/training programme for a per¬ 
iod of six months commencing from today for which period you 
will be paid a stipend of Rs. 250/-a month. On your successfully 
completing the training programme you will be appointed as a 
junior engineer in the organisation on a monthly salary of Rs. 
■800/-with other benefits which will be intimated to you later. In 
the event of your not being able to complete the training programme 
to our satisfaction your employment with our organisation will 
be terminated without further notice. 

Please be good enough to confirm that you accept the appo¬ 
intment on the terms stated and that you will be able to commence 
your training programme on the 15th May 1983. 

Yours truly, 
Director 

Personnel Department 

Mr Maki Talli 
Jobless Street, 

Unemployment Town. 

V letter appointing a Senior Executive 

THE BROTHO BROTHERS 
89, Hollow Street, 

Bombay-16. 

- 15th August, 1983. 

Mr S. B. Sharma, 

Yorkview, Love Lane, 

Bombay-59. 
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Beat Sir, , 

On behalf of my partners and myselfit *™“***r£ 
t . 0 fa you the appointment as manager of the Poona Brant* 

*° * fi im . As discussed at the interview wtth you last week 

f /duties will be to tale full chaige of the Poona office and 
^responsible for its smooth and efficient functioning. 

In the first instance the appointment is for a period of two 
.j_ nossibiiity for mutual renewal for an indefinite period 
’'Set” tte mo 4’s written notice on either side. You wi 1 
I” led to salary of Rs. 2,500/- a month, free aoommod- 
In id an additional allowance ofRs. 600/- a month, for ou 
“pocket expenses. The appointment carries a right to four weeks- 

annual leave. . ., 

T «u n U be happy to receive your written acceptance of this- 
effect *e b abi« mentioned terms and shall he glad ifyouwill 
able to take charge of the office on 1st September 1983. 
be aD Yours sincerely,. 

Partner. 

T etter of Appointment sent to a Trainee Officer 
THE ZEALOUS ZINC WORKS LTD, 

Zinc Street, Bombay 5. Hst March, 1983c 

Mr T. R. Prabhu, 

Aspiring Lane, 

: Bombay 58. 

/Dear Sir, . . . 

/ i a m instructed by my Board of Directors to inform you 
' that you have been selected for the post of offica-ttainee m die 
Zealous Zinc Works Ltd. 1 would like to take this opportunity 
of -congratulating you on your well-deserved appointment. 

I hope you will find it convenient to be with us from 1st 
B April 1983. Out office hours are from 9.30 a.m. to 5.30 p.m. 
t i shall look forward to meeting you on 1st April at 9.30I a.m. 
and introducing you to your colleagues and departmental heads. 

• As our Chairman has already informed you, you will be on 

probationary training for a period of two years. During this period 

you will be given a stipend of Rs. 600/-p.m Upon successful 
completion of the probationary period you will be placed m the 
junior officer’s grade of Rs. 800/-p.m. extra allowances being 
given according to our company rules. 

& . Yours faithfully, 

General Manager. 
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Letter of Appointment sent to a Stenographer 

THE GOYA TEXTILE INDUSTRIES LTD. 

Cotton Street, Bombay 10 

1st April, 1983. 

Dear Miss Speedy, 

It gives me great pleasure to inform you that you have been ■ 

• appointed as a stenographer in our company as from 1st May 1983. 

For the present you will be attached to the typists' pool in 
the Central Hall of the office, (i would request you to come to the 
office on the 1st May at 10 a.m. so that I can introduce you to 
your departmental head. J 

According to our company regulations for stenographers you 
will be on a probationary period of sis months. You will get a 
starting salary of Rs. 450/- with an additional allowance or Rs. 
150/- p.m. I hope you will find your association with us pleasant 
and interesting. 

Yours faithfully, 

T. L. Chopra, 
Personnel Manager. 

Miss P. R. Speedy, 

Typing Lape, 

/Bombay-2. 

Job Acceptance Letter by Applicant 

G. P. Goel, 
Bell-Vista, 

Band Stand, Bandra, 
Bombay-50 
6th May, 1983. 

The Personnel Manager, 

X Y Z Co. Ltd., 

Q Street, 

Bombay. 

Dear Sir, 

I was very happy to receive your letter this morning ato¬ 
my selection to the post of junior accountant in your company. 
I am still interested and accept wholeheartedly. 

I have noted that I will be required to start work at the 
Poona office from the 15th May. This will give me enough time 
to settle my affairs in Bombay and look around for suitable 
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accomodation in Poona city. The starting ^J®- P« 

month, as discussed at the mtervuw, is quite satisfact y 
I am looking forward to the start of a long 
. satisfying career with yout organisation. 

Thanking you, I remain, ^ faitllfu ll y , 

G. P. Goel 

j 'Applicant’s Acceptance 

7 10, Mahesh Nagar, 

Goregaon, Bombay 66, 

17th April, 1983. 

The Personnel Manager, 

Hijack Co. Ltd,, 

7, Hamam Street, 
port, Bombay-1, 

Deal Um glad to accept your offer to join the Poona Branch of 
yout company as Assistant Manager on a starting salary of Rs. 

1800 per month, T 

You have asked me to report for duty on the 1st of May. 
would like you, however, to be kind enough to extend this date 
r"en da7i S I would like to dispose off my furniture m 
Bombay and shift to Poona on a permanent basis. I will be ready 
to start work on the 8th May. Please let me know if this 
schedule is satisfactory to you. 

Your letter containing the offer gave me great pleasure for 
-1 wa s very keen on becoming a member of your organisation. I 
look forward to many years of satisfactory and profitable associ- 
, ation with the Hijack Co, 

Yours faithfully, 
Kirit K, Sheth 

REVIEW QUESTIONS 

]. Write a note on the sales aspect of letters of application, 

2. How can the ‘You attitude’ be used in letters of application ? 

3. Why should the letter of application have an attractive beginning ? What 
should the opening contain ? 

4. What tone should be adopted by the applicant ? 

5. Mention two ways of writing letters of application. 

. 6. What points should the employer bear in mind while drafting a letter of 

appointment ? 
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.7. Draft a reply to the following advertisement: “A leading house requires the 
services of a salesman who can push cotton and synthetic fabrics in expert 
markets.'Salary on merits. Apply giving details to Box No. 87654, The 
Times of'India, Bombay-1. 

■ 8 . Draft an application in reply to the following advertisement: Wanted a 
secretary for a large’Industrial and Commercial concern in Bombay. Candi¬ 
dates must'be good at drafting and should preferably have some legal back¬ 
ground or qualifications. Preference will he given to candidates iw isg previous 
experience. Apply stating salary expected to Box No 6569, The Indian 
Express, Bombay-lY 

'9. You have just passed the B.Corn. examination. Draft an application for 
the post of officer in any organisation of your choice. 

■30. As th; General Manager of a large textile mill, send a letter to an applicant 
who has just been selected for the post of assistant accountant. 

ill. As the Sales Manager of a pharmaceutical concern send a letter to an 
applicant’informing him -of His selection as a medical representative, for war 
organisation. Explain the nature of his work and the quality of skill expected 
of him. 

12. Draft an application letter in reply to the following advertisement : "Wanted 
aTast accurate and hard-working stenographer. Apply stating qualifications 
and 1 salary expected to Box No. 96241, The Gujarat Herald. 


;!3 Write a reply to the following advertisement: "Wanted immediately, An 
* accountant capable of handling independent correspondence. Preference will 
be given to those knowing office routine. Apply giving full particulars and 
salary expected to Box No. 67890, The Times of India. 

■;| 4 _ x, R„ Pai sees in a newspaper an account of the death of somone who 


'i*h At JV 04 - u ' 3 * u ■— , 

had a good post in the Tata Iron Works Ltd. The post being now vacant, 
• Mr P ai would like to apply for it. Draft an application, as from Mr Pm, 
which should be appropriate to the situation which caused the vacancy. 

■15. In what sense is the letter cf application considered a sales letter ? 

i!6. Write short notes on :- 

(a) The You Attitude in the application letter. 

(b) The tone in a letter of application. 

,(c) The merits of the bio-data or record sheet form. 

<(d) The tone and contents of Appointment letters. 
i(e) Follow-up Application letters. 

'17. Explain .the terms “single letter application” and ‘ resume-covering Idler 

18 Write an application letter in reply to the following advertisement: 

i cvii„c <i«istant with knowledge of typing and office 
‘Wanted an e*P=«K» * wi ,hbio-da,a .‘had to Bo, 

routine. Apply immediately m man lianowt t 8 „, s) 

c ««o-K The Times of India, Bombay-4UU uui 

' *• n fnr the post of a junior clerk in a local College, Men- 

19. Draft an application for the post J Junc m> 

tion that you know accounting and typing. 

•20. Write short notes on the following: (B y., June, 1979) 

- (i) The bio-data (B.U., June, 1979) 

(ii) The appointment letter 

,17/B.C. 





. ro Business Communication a 

/Jo 

21. Answer the following advertisement, 

‘•Wanted immediately, a smart and experienced shorthand typist fora large: 
and well-known organization. Apply with full details to Box No. - 
the Times of India, Bombay-400 001" (B.U., May, 1980) 

22 Write an application answering the following advertisement. 

“Reputed Engineering Firm requires Offi«A»i«tBn^Tdephone0^tor. 
Applicants must be graduates of a recognized University, having 2/3 years, 
experience in a similar capacity and must be capable of handling cortex 
pondence independently. 

23. Draft an application letter in reply to the following advertisement: 

"Wanted smart young girls to work as counter sales-girls in a Department 
Store Candidates must have passed H.S.C. and must have a good command 
of English and Hindi. Apply with full details to Box Nfc SS-980, Jmies ot 

24 Write an application in reply to the following advertisement: "Wanted for, 

* a Saudi Arabian Co. a secretary with at least 5 years experience in short¬ 
hand typing, telex and filing. Apply with full bio-daia to Times, 

of India, Bombay aOO 001.” (B. U., B.Com. April 1982) 

25 Write a letter of appointment to Shri XYZ who has been selected for the 
' • post of janior Accountant in your Accounts O^gttmcnt^ ^ m) 

26. ‘‘A leading business house requires a secretary- cum-receptionist. Good, 
’ command over spoken and written English essential. Knowledge of Hindi, 

desirable. The post carries a good salary and perks. Apply Box M-501, The 
Times of India, Bombay”. Answer the advertisement^ § ^ m 

27. Draft an application with the ,bio-data sheet in reply, to the following, 
.* advertisement: “Wanted a secretary for a commercial concern in Bombay. 

Candidates good at drafting with legal knowledge and previous experience 
in general administration will be preferred. Apply to Box No. TM 555, 
The Free Press Journal, Bombay-400 001.” 

28. Write an application with full bio-data to Box" No TM' 786, The Times of 
India, Bombay 400 001 in reply to the following.advertisement: 

“A well-known construction company in Bombay requires an Office Assistant 
-cum-Telephone Operator. Applicants must be Graduates having at least two, 
years experience in a similar capacity.” (B.U., S.Y.B.A. May 1982). 
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PERSONNEL LETTERS 


REFERENCES AND TESTIMONIALS 

A letter of reference is a confidential letter, sent by someone 
who knows you well to some one who has inquired about your 
character and abilities. The person who sends the letter giving 
information about you is known as the Referee. 

When a person applies for a post he has usually to give the 
names of two or more Referees. The applicant is expected to in¬ 
form the Referee of the fact that his name has been given and 
obtain his permission. The applicant is, of course, not supposed 
to know the contents of the letter addressed by the employer to 
the Referee and the latter’s reply. Both the letter of inquiry and 
the reply should carry the “confidential” notation as the remarks 
about the character or trustworthiness of a person made by the 
Referee are not supposed to be made public. 

Letter of inquiry sent by an employer to a Referee. 

THE CAUTIOUS COMPANY LTD, 

Wary Street, Bombay 4. 

19th February, 1983. 

Confidential 
Mr P. N. Joshi, 

Retd. Chief Accountant, 

Winding Railway, 

43, Podar Street, 

Bombay-56. 

Dear Sir, 

Mr Deshmukh has applied to our company for the post of an 
accountant. As your name appears among several references given 
by him, we would request you to give us your frank opinion on 
the young man. We shall appreciate your giving us your opinion 
of Mr Deshmukh’s character, integrity and trustworthiness. We 
assure you that any communication you may send us in this 
connection will be treated as strictly confidential. 

Very truly yours, 

The Cautious Company Ltd. 
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WU , rri 43, Podar Street, 

P. N. Joshi, C. A- tabs,-4. 

25th February, 1983 

Confidential 
The Manager, 

The Cautious Company Ltd., 

Wary Street, 

Bombay-4 

Dear Sir, , 

Subjt Tout inquiry about Mr. P. K. Desbmutt 

It rives me great pleasure to recommend Prarnod Deshmukh 

and which has been long resident at Dadar. . _ 

a you^^t^of^ceptionanntelligenceT Hel^absolutely trust¬ 
worthy and I can vouch for his character. ^ ^ ^ 

P, N. Joshi 

'^Another letter from an employer to a Referee 

THE SOARING AIRWAYS ^ ^ 

‘Bluewings,’ 

43, M. G. Road, 
Bombay 1 
20th June, 1983. 

Confidential 
Dear Mr. Kamini, 

Miss Joyce Da Costa, who claims to have beert m your 
employ last year, has given your name among several references. 
She has applied to our Airways for the post of a receptionist. 

We shall thank you to let us know the reason for her leaving ; 
VO ur Hotel and also to give your frank assessment of her capable 
lities. As a receptionist to an airline her duties will be of a very 
•exacting nature. Do you think she will be able to bear up to the 

;Str9in ’ Yours faithfully, 

P. D, Oudee, 
Manager. 

Mr, P. Kamini, 

Manager, Occult Hotel, 

Appollo Bunder, 

Bombay. 
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THE OCCULT HOTEL 
Apollo Bunder, Bombay 

23rd June, 1983 

Confidential 
The Manager, 

The Soaring Airways, 

43, M. G. Road, 

Bombay 1. 

Dear Sir, 

T have no hesitation in giving a favourable report on Miss 
Da Costa. She was in the employ of our hotel, as a telephone- 
operator-cum-receptionist for three years. She resigned on 31st 
December, 1982. I reluctantly accepted her resignation as the 
management could not afford the increased salary which she 
expected. 

Miss Da Costa is a cultured young lady and is able to meet 
people courteously and graciously. I believe she will be able to 
stand up to the strain of work in your Airways. 

Yours very truly, 

P. L Kamini 

i Manager. 

Non-recommendation of an Unsatisfactory Employee 
THE FINE CO. LTD. 

Rector Street. 

Bombay-1. 

8th April, 1933 

Confidential 

The Personnel Manager, 

Teakwood Co Ltd., 

5, Goat Street, 

Bombay-2. 

Dear Sir, 

In reply to your Inquiry about Mr Suresh Bhatt I ha« «o 
inform you that he was in our service from November 1980 to 
March 1982. He was employed in the clerical department and 
was entrusted with out-door work. 

He joined us immediately after passing his S.S.C. examination 
in October last year and we tried robe understanding about his 
personal problems which adversely affected his work. It appears 
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that conditions in Suresh’s home are very bad and this prevents 
him from concentrating on his job. While we tried to be as con¬ 
siderate as possible and gave him every opportunity to improve 
his performance we found that our efforts were to no purpose. 
His work not only remained unsatisfactory but he began to absent 
himself frequently from the office. We had no alternative but to 
replace him. I am sorry that I cannot recommend him for any 
responsible work at present. Perhaps, in time, he will be able to 
establish himself with really worthwhile activities. 

i Yours cordially, 

Manager 

TESTIMONIALS 

It is a common mistake to write a testimonial or certificate 
in the form of a letter. It should be remembered that a testimonial 
contains no salutation and no complimentary close. A few years 
ago all testimonials began with the words “To whomsoever it may 
concern This is considered unnecessary today and the writer 
should dispense with all such frills and come straight to the 
point. 

A Testimonial given by the Head Master of a School 
THE STUDIOUS HIGH SCHOOL 
Mugging Lane, 

Bombay 1. 

22nd August, 1983 

Sudhir Sen passed his S.S.G. examination from this institution 
in April, 1983. He was a student of this school for ten years, 
having joined in June, 1973. 

Sudhir is a fine, upstanding youth and bears an exemplary 
moral character. He impressed me and his class teachers as an 
earnest and intelligent student. 

Sudhir is a keen sportsman. He was the captain of the school 
cricket team for three years and a patrol leader in the scouts 
troop. I have no hesitation in recommending him for any course 
or career which he may choose. 

J, J. Dikshit, 

Principal. 

While writing a testimonial for an employee, care should be 
taken to see that the length of service and the reason for lea v ing 
are clearly stated. Sinceja testimonial of service is not a certificate 
given by a school or college principal, extra activities and irrelevant 
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(matter must be kept out, In a testimonial of service one cannot 
write “Mr. Mehta impressed me with his keen interest in sports." If 
Mr, Mehta has represented the organisation in some sporting event 
■and won some prize this may be mentioned in passing, but 
certainly not as the chief merit of the person. To recommend an 
accountant for cricket trophies is no recommendation at all. 

A testimonial of service should be objective and should try 
to mingle dignity with sympathy. A testimonial that contains 
lavish praise must ring insincere if the organisation has been 
forced to dispense with the person’s services. 

A Cold Testimonial 

THE RAMROAD CORPORATION 
Bolt Street, Bombay-3. 

7th September. 1983 

Miss Martin has been in the employ of the Ramrod Cor¬ 
poration for the last six years. She was attached to the accounts 
•department as a stenographer. She is leaving us as her father has 
been posted out of Bombay. During her term of service her work 
-was found to be quite satisfactory. 

• Manager. 

A Helpful Testimonial 

THE RAMROD CORPORATION 
Bolt Street, Bombay 3. 

9th October, 1983 

Mr. Puri has been in the employ of the Corporation since 
May 1983. The position last held by him was that of clerk in 
Tthe Share Department, 

Mr. Puri is a conscientious and trustworthy worker. He gave 
.complete satisfaction to his superiors. He is leaving the Corporation 
; 9 S he wants a higher salary than the fixed grades of the Corporation 
.allow him at present. We wish him success. 

Manager. 

A Warm Testimonial 

THE RAMROAD CORPORATION 
Bolt Street, Bombay-3 

3rd November, 1983 

It gives me great pleasure to write a testimonial for Mr. 
tSampat. For the last Sve years he has been the manage, of the 
jPalghat Branch of the Corporation. 
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He is a person of keen intelligence and enormous energy. 
He is certain to do well in any position he occupies. We have- 
been compelled to accept Mr. Sampat’s resignation** the Corpor¬ 
ation had to close its Palghar Brahch and Mr. Sampat could notr 
be given a position of equal independence and status.. 

Manager. 

OTHER PERSONNEL LETTERS 

The management may find it necessary to- send letters to- 
employees on several occasions. These letters may pertain to 
confirmation in service, promotion in service,, termination o 
service and ‘memos’. While drafting these letters care should be 
taken to see that the letters are in clear terms and dignified in. 
tone. Personal feelings, sentiments and acrimony should be kept 
out. 

Letters pertaining to confirmation in service are routine letters' 
in the sense that when an employee completes his period of pro¬ 
bation he has to be confirmed in his service. The probation' 
period may be from three months to two years. In most commercial 
houses the probation period is six months. Though the letter is 
a routine one there is no reason why it should be a dull one. An. 
imaginative employer can use this letter to encourage the employee- 
on his confirmation and should inform him of the benefits of 
this step. In the same way Letters of Promotion could be used* 
by the imaginative employer to encourage his employees to better- 
efforts. 

Letters of termination of service should be drafted with great 
care. If the services are being terminated because of unsatisfactory- 
work it is never advisable to be too specific in writing. The- 
employee can be informed orally of his or her short-comings 
but in the letter by which services are terminated for other- 
reasons, such as the end of a contract or training period, care- 
should be taken to see that the feelings of the employee are not 
unnecessarily hurt. Services are usually terminated when (a) the- 
contract of probation period comes to an end and the services- 
of the employee are not needed further (b) the employee is dis¬ 
honest, untrustworthy and unreliable, (c) the employee is found 
guilty of disobedience, insubordination, corruption or moral 
turpitude, (d) the employee is incompetent and does npt work 
to the satisfaction of his superiors. In letters informing employees, 
of transfer the full reason for the transfer should he given so that 
the employee does not misunderstand the reason .for his being: 
sent to another office or department. 
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Letter Confirming Services of an employee 
THE MIXTIP CO. LTD. 

9, Tipty Street, 

Borobay-2 

8th June, 1984 

Dear Miss Taptap, 

This is to inform you that your case for confirmation in 
service was placed before the Managing Director and he has been 
pleased to confirm your services as a permanent employee ot the 
Mixtip Co, with immediate effect. You will contine to work in 
the typisfs pool but will now be eligible for the increment and 
benefits of the provident fund scheme of the company. I take 
this opportunity to congratulate you on your confirmation and 
wish you all success in your career with us. 

Yours truly, 
Personnel Manager 

Letter Terminating Services 

THE MIXTIP CO. LTD. 

9, Tipty Street, 

Bombay-2 

4th May, 1984* 

Dear Mr. Prabhu, 

As you know you were appointed in out company as an office 
assistant on a temporary basis. The team of consultants engage, 
by the company to stream-line the working and improve 
efficiency of the organisation have recommended a reorganisation, 
of the entire structure and this recommendation was adopted by 
the board of directors at their last meeting lender this schem 
of reorganisation the services ofanumbet of 
in various departments have become redundant including your 

own. 

As per the terms and conditions given in your letter of appo¬ 
intment dated the 7th April 1983, I am giving you one month , 
clear notice and hope that this period will be sufficient for }Q 
.iobtain suitable employment elsewhere. 1 wish “ ' 

Active employer with a favourable testimomal of your cha- 
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vracter and abilities. I extend my best wishes to you in all yout 
future ventures and I am confident that you will soon find another 
suitable post. 

Yours faithfully, 
Personnel Manager. 

Terminating Services of an Unsatisfactory Employee 
THE MIXTIP CO. LTD. 

9, Tipty Street, 

Bombay-2 

' 7th May, 1983 

"Dear Mr. Philip, 

The reports on your performance in the Share Department as 
submitted by your supervisors were placed before the Managing 
Director for consideration, and on his instructions, I have to in¬ 
form you that on account of frequent absenteeism and the gene¬ 
rally unsatisfactory nature of your work it has become necessary 
-to dispense with your services after 7th June 1983. The Managing 
Director has further asked me to convey to you'his willingness 
'to relieve you earlier should you so desire this on account of 
•obtaining employment of nature more congenial to you. 

Yours truly, 
Personnel Manager 

■Letter regarding Promotion 

THE MIXTIP CO. LTD, 

9, Tipty Street, 

Bombay-2 

8 th July, 1983 

Dear Mr. Doshi, 

It gives me great pleasure to inform you, on instructions from 
- the Managing Director, that you have been promoted to the rank 
■of Junior Officer in the Company with effect from 15thJuly, 1983. 
You will be eligible to the scale of pay and other benefits that 
attach to the rank as per the company’s regulations. The decision 
■was taken .by the Managing Director after studying the reports 
■submitted by your immediate supervisors on your excellent perfor¬ 
mance in the 'Despatch Department. The Managing Director has 
-further instructed me to convey his good wishes • to you and 
■expressed the hope that the promotion will act as an incentive 
to you and encourage you to improve your qualifications in your 
spare time. 
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Please accept my sincere congratulations on your well deser¬ 
ved# promotion. 

Yours truly, 
Personnel Manager, 

“MEMOS” AND MEMORANDUMS 

A "memo” is technically speaking an abbreviation of “me¬ 
morandum,” a short, written communication meant to remind the 
■reader of something. In the Indian business and bureaucratic 
world, however, the word “memo” has an additional meaning and 
is applied to a brief written reprimand that may be given by a 
superior officer to his subordinates. This meaning of the word has 
mot yet found its way into dictionaries and is strictly speaking 
an example of “Indish”. Thus if a clerk reports late for work his 
■officer serves him with a “memo”, if a typist makes too many 
mistakes she is given a “memo”, warning her that if she does 
mot improve .’her performance her services may be teminated, if a 
clerk is rude or insubordinate then too he or she may be given a 
“memo”. These “memos” are sometimes in the nature of “show 
cause notices” (“show cause why your services should not be 
■terminated”, “show cause why your increments should not be sto¬ 
pped”, “show cause why disciplinary action should not be taken 
■against you,” etc.) for alleged unsatisfactory work, poor attenda¬ 
nce or insubordination. 

^Reprimand Memo 1 

/ THE TIPTOP CO. LTD. 

Tiptop Building, 

Bombay Street, 

Bombay-1 

4th May, 1984 

Tor the attention of Miss De Souza : 

I have to bring to your notice that you are regularly and 
■•frequently entertaining visitors during tire working hours of this 
.office. Not only does this interrupt your own work but it acts as 
a source of distraction and irritation to your colleagues in the 
.denartroent. You are requested to discourage visitors during 
working hours and in case it becomes absolutely necessary to 
meet a visitor you should do this in the visitors’s lounge outside 
.the department. 

Supervisor 
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Reprimand Memo 2 

THE TIPTOP CO. LTD. 

Tiptop Building, 

Bombay-2. 

6th July, 1983' 

Mr. Kaushik : 

This morning when I examined the attendance muster I obser¬ 
ved that you have reported late by one hour. This is the thir 
time that you have been late for work in the course of one week, 
and it has become necessary for me to warn you that this kind 
of irregularity cannot be condoned any longer. On the next occa* 
sion you are late, without sufficient reason, you will be marked 
‘absent’ for the day. 

Supervisor 

Show Cause Memo 

THE TIPTOP CO. LTD. 

Tiptop Building, 

Bombay street, 

Bombay 2. 

3rd August, 1983- 

Mr. Purab Sheth, who is a temporary office assistant in the- 
Accounts Department, is required to submit a written explanation! 
of his rude behaviour amounting to insubordination to his super¬ 
visor Mr. Kamath and show cause why his services should not: 
be terminated. The explanation must be submitted to the under¬ 
signed by 3 p.m. on 4th August. 

Managing Director 


Another Show Cause Memo 


THE REPLEX CORPORATION LTD*. 

8, Ballard Estate, 

V ^ : Bombay-2 

8th August, 1983" 

To : Mr. P. K. Memon, Junior Clerk, 

From : Mr J, K. Janlci, Chief Personnel Officer 

You are required to furnish to the undersigned a- dfetailed ex¬ 
planation and show cause why your services should not be ter¬ 
minated on the count of insubordination and dereliction of duty. 
The explanation should be received in writing by the underslgned: 
on or before 12 noon, 13th August. 
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L On 7th August when the office superintendent asked you 
why the filing work entrusted to you had not been completed 
you were rude and insulting to him in the presence of the other 
•office staff and refused to do the work assigned to you by him. 

2. Between 1st August and 4th August you remained away 
from work without prior intimation or asking for leave. You sub¬ 
mitted a leave application when you resumed duties on 5th August 
in which you mentioned influenza as the cause of your remai¬ 
ning absent. The medical certificate that you submitted the next 
day mentions colic as the reason for your remaining absent. 

3. Your office record shows that on 3rd, 7th, 17th and 26th 
September you did not report for work after the lunch break. 
You also refused to furnish an explanation to the office superin¬ 
tendent when he asked you to explain why you had absented 
yourself. 

Sd/- 

J. K, Janki 

Memorandum *. 

A memorandum properfplural: memorandums or memoranda) 
■may be defined as a piece of businesss communication to which a 
.signature and salutation or complimentary close are not attached 
.and which is written on a sheet of paper headed “memo”. In other 
words, it is a “short-cut” letter. No time and energy are wasted 
in ‘dear sirs’ or‘yours faithfully.’ The memorandum begins abru¬ 
ptly, may close even without a signature, and does not have to 
be worded formally. It is a rough-and-ready communication in 
•which even grammar is sometimes sacrificed to the cause of bre¬ 
vity. A long sentence has no place in a memorandum. All senten¬ 
ces must be short and to the point. 

A memorandum is usually used for inter-departmental or 
Inter-office communication. If every letter written by the accounts 
■department to the branch control department were to begin‘dear 
sir’ and end‘yours faithfully’ with all the other courtesies of 
letterwriting thrown in, a great deal of precious time would be 
wasted. The memorandum-which is more elaborate than a tele¬ 
gram and less elaborate than a letter-provides the ideal solution. 
It would, however, be in very bad taste and rude if a memoran¬ 
dum was sent by one institution to another in place of a letter 
An excepts may be made in the case of ins,ninons which 
ate so closely related in business terms that they communicate 
with each other scores of times in the course of a day. 
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Most firms have their own “memos” printed as forms and. 
sometimes each department or branch has its own special “memo’ 
paper, Given below are two specimen forms, which are of a stan¬ 
dard nature t- 

^ MEMORANDUM 

To__ Date -— 



Approved by 


Signature. 

Though a memorandum may be an unsigned paper, in India 
an unsigned memorandum is very rare. The legal obsession among 
our people, mentioned earlier, may have something to do with 
this. The words ‘approved by’ are usually placed at the left hand 
corner in case the memorandum contains something that requi¬ 
res the approval of a senior executive. 

( 2 ) MEMO 

To : 

Fro m _ ■ ; . 

Ref: .____— 


Signature___ 

Approved by., - Date_- 

If the memorandum is a long one it is advisable either to 
number the paragraphs or to give subtitles in the margin. 

Printed memorandum of a branch office 
MEMORANDUM 

THE NATIONAL BANK OF INDIA 
BANDRA BRANCH 

j 0> Date * 5th May, 1984. 

The Foreign Bills Department, 

Head Office, 
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Re ; CD No. 809632/AW 567 

We regret we are unable to recover the amount of margin 
from the party’s cash credit account with us as no balance is 
available in the account. 

Agent 

Printed form for a departmental memorandum 

THE BANK OF BOMBAY LIMITED 
DEVELOPMENT DEPARTMENT 
MEMO 

To, Date : __ 

_Branch 

Name of the party :___ 

Full -Address: ____ 

Reported worth 1 ____ 

Facilities now sanctioned: ___ 

Existing limits, if any at H. 0. __ 

Remarks: . _ 

Manager. 

Copy to 



INTER-OFFICE MEMO 

To : R. U. Ibrahim 

from : J. K. Bari 

Date : 14th February, 1985 

Subject : Annual Company Dinner 

We have made practically most of the arrangements for the- 
Annual Company Dinner. 15th March evening has been fixed, 
A good caterer is however required. Will you please undertake 
this work ? The dinner is for 2500 persons-1000 of these will be 
pure vegetarians. Please give this matter your urgent attention, 

Sd/-J. K. Bari , „ 

cc : K. T, Thakker, 

P. R. Department 
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Memo for all departments 

MEMO 

Fro m: Ashok K. Parilch, Personnel Manager 

Sub]: Requests for Leave > 

To : All Department Heads 

date ;8th April, 1983 t , 

As vou know Class IV employees have been given addition l 
foe davs leave ever, ,«ar. This has become effective retrospect.- 
vely from 1st January 1983. 

Because of tins additional leave Class IV employees will be 
awa y from their jobs for a greater period of time. Each depart' 
ment is therefore required to make internal adjustments m such 
a way that duties are covered while these workers are away. 

Department heads should determine the leave dates of 
■ staff for the next four months. After you have made the necessary 
arrangements within your department, please forward the list o 
,.:Class S lV staff and their leave dates to me. I would like to have 
this information before the 15th of April. 

REVIEW QUESTIONS 

1 . what is the difference between a Testimonial and letter of Reference? Give 

examples of each. f 

2. As the principal of a college draft a testimonial for an outstanding student 
" who has just passed the B A. examination. 

3 As the secretary to a Textile Mill write to the Fine Silk Corporation request- 
‘ ing an opinion on Mr. P.R. Madon who has applied for the post of a sale. 

executive in your organisation. . 

4 write a letter in favour of Mr. P.R. Madon in reply to the above question. 

5 You are the principal of a school Your name has been given by Miss 
Quota as a reference to Messrs Dru & Dm to whom she has applied for 
the P post of cashier and confidential clerk. Write (a) a helpful letter of 
reference, (b) a cautious letter requesting the firm to employ Miss Gupta at 
their own risk. 

6 Draft a testimonial for an employee in your accounts department who _ is 
‘ now lea vi n g your firm owing to an inquiry that was instituted against him 

for the loss of money amounting to Rs. 10,000. 

7. What are the functions of a ‘referee 5 ? How does a referee write a reply to 
: •• an inquiry? '■ 

8 Mention some of the letters pertaining to Personnel which a management is 
’ required to write. What should be the tone and style of such communication? 
9. Write a letter to an employee terminating his service, on account of frequent 
absenteeism and poor quality of work. 

- ip Write a letter transferring an old employee from one department to another. 
' ’ Explain that fhe transfer is necessary on account of a reshuffle in the 

organisation. 
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[ 31 . Write a let ter To an employee (a) threatening to discontinue her service for 
inattention to details 'in the 'performance of her filing work, (b) promoting 
her to a higher grade for exceptional care shown in the discharge of her 
duties. 

12. ‘What is meant by a reprimand memo 7 How is it different from a proper 
memo ? 

?33. Give examples of (a) reprimand memo, (b) show cause memo, (c) proper 
memo. 

34 . a cook has'been working at your residence for the last two years. He wants 
your testimonial because he wants to apply for a Head Cook's job. Draft a 
■suitable testimonial for him. Mention tactfully that the cook is good but 
slow. (B.U. June 1979) 

15. As Principal of a College, draft an open testimonial regarding the character 
and competence - of one of your lecturers who is leaving Bombay to settle 
■ down elsewhere. (®-U. May 1980) 

■i!6. 'You have found your Assistant Accountant intelligent and honest. He, 

’ * however, very irregular in his work. Write a letter warning him to change 
his attitude to his work. 

17. Write an open testimonial for one of your former employees who had worked 
’ for some'time as a Cashier in your accounts department. (B,U. Dec. 1980) 

18, Despite repeated warnings your Cashier-cum-Deputy Accountant has not 
‘ been regular in his work. You have finally decided to terminate his services. 

Draft the letter of the termination of the services. (B.U. Dec. 19S0) 

139. Draft a recommendation letter for your stenographer who has given your 
name as reference in his application for the post of Executive Assistant in 
another company. 

20 A clerk in your office often reports late to work and also asks for permission 
’ lo leave early. His work has not been satisfactory. Draft a memo to be 
given to him. (BlU ‘ Aprl11981) 

[21, 'Write a letter terminating the services of an employee who has been persis¬ 
tently undermining the . discipline of your office by his loose talk and irres¬ 
ponsible behaviour. (B.U.F.Y.K.Com. April 198.) 

-V An employee of yours has not been paying attention to his work. Write a 

*** i et ter of warning to the employee. Indicate that a serious note will be taken 
leuer oi wdnnuB r mniYRA Nov 1980) 

if he does not improve. (B.U.H.Y.u.A. Nov. } 

"23 You have received an application from Shri M. P. Podar for the post of 
‘ the Chief Accountant in your firm. He has given the name ot Messrs 
Kohli & Patil Co. (P) Ltd., Bombay, as one of the references. Write to them 
enquiring about the character and competence of Shri M. P. Podat. 

24. Draft an unfavourable confidential testimonial in reply to a 

by the Western India Electronics ltd., in tespect of Kummi U.R Carfs. 
who has applied for the post of a senior sleno. (B.U.S.Y.B.A. April Ml) 
-25 A clerk of the Sales Department of jour concern is careless and negligent 
' In his work. Draft a memo warning him ot !£r "“ c “| q y J |f M ay 1912) 

•26 As the Principal of Bombay College of Arts and Commerce draft a letter 

of termination of the services of an .Be. 
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Letters of inquiry are requests for .nfemaU^Thai- 

cemed with the purchasing side ofttade ' ^ J da tion ot 
may be of commodities, servrces or even accommoda 

It is important to realise that letters:of taq®Y'are often only 

E£ If Mn Cn'isTtoteil 8 “a*« 

SSSSbrss 

office furnishing, painting, servicing of machines, etc. 

How to write a Letter of Inquiry 

1 You should clearly indicate the quality of goods required 
and he quality or nature of the services needed. This avod. 

e-inquiries from the seller. If you want your typewriters. 
V " “«d, indicate the number and make of the typewmers 
as also the time at which you want them to be serviced 

(quarterly, half-yearly or yearly). ■ ... . 

2 You should inform the seller of the purpose for which the 
goods are requited as this will help trim to serve you better 
If you want 10 crates of apples you should indicate whether 
the apples are intended for consumption as fresh fruits or 

are to be tinned. 

3, Metion the, date, if any, by which the goods must be deli¬ 
vered. ... 

4 In some cases you may quote your own price, but this is 
not always advisable as unscrupulous sellers might be 
tempted to apply cheaper goods at your price. 

5 If the same letter is being sent to several sellers this should 
' be mentioned in the letter. Apart from being a matter of 
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business courtesy this might tempt the sellers to quote lower 
prices. 

6. You should conclude a letter of inquiry by tempting the seller 
either with the prospect of a bulk order or the hope of 
future orders. This may induce him to quote a lower price. 

7- Ask for samples, designs, catalogue or price-list. 

8. In America it is a common practice to enclose a question¬ 
naire with the letter of inquiry which the seller can conveni¬ 
ently fill in and return. If this is done care should be taken 
to see that the questionnaire is a brief one and that it does 
not exasperate the seller by taking up his time and attention. 

9. Ask for a prompt reply. 

Since in business transactions money is usually paid after the 
goods are delivered it becomes necessary to assure the prospective 
seller of the trustworthiness of the prospective buyer. It is there¬ 
fore usual to end letters of inquiry by actually giving the names 
and addresses of ‘referees’ or by giving an assurance that, "first 
class references will be supplied with the order” 

Solicited and Unsolicited Letters: 

Letters of Inquiry may be solicited or unsolicited. When a 
letter of inquiry is sent in reply to an advertisement (newspaper, 
poster, radio or T.V.) it is known as a solicited Inquiry. Having 
seen the advertisement the letter-writer wishes to obtain more 
information. In such letters it is always proper to mention or 
refer to the advertisement that has attracted the attention of the 
letterwriter. For example, a new radio set has been manufactured 
by a company. Following the advertisement in the newspapers it 
would be natural for many radio dealers to write letters of Inquiry 
asking for further details and trade terms. Solicited letters of 
Inquiry are usually replied to promptly. 

Unsolicited letters of Inquiry are sent out by the letterwriter 
on his own. He usually refers to directories, trade journals and 
then addresses his letters. Such letters are often sent out when 
the letterwriter is starting his own business and requires infor¬ 
mation and supplies. The letters should be carefully drafted and 
should be as brief as possible as the parties to whom they are 
addressed may not be able to spare much time or attention for 
them. It helps to enclose a self-addressed and stamped envelope 
for a quick reply. 
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Business terms used in Inquiry Letters 

The student of commerce will find it necessary to use a ew 
commercial and technical terms while drafting a letter of Inquiry 

and its reply. Here are a few : 

Loco .-This is the price of goods at the seller’s warehouse 

or factory. . 

At Station :-This price includes the cost of goods and the 
charges of transporting them to the station named. 

F.O.M. (Free On Roil) :-This means that the charges of un- 
loading the goods into wagons are payable by the seller 
(unlike At Station price). 

Ex-Warehouse :-This is the price of goods at tire warehouse 
of the seller, 

Carriage Paid:- Here the seller is responsible for delivering 
the goods at his cost to the nearest station. 

C, F. ( Carriage Forward) :-The cost of transport must be borne 
by the buyer. 

elf {Cost, insurance, freight) :-These charges are to be 
included in the quotation. 

C. W. 0. (Cash With Order) .'-This is a type of advance pay¬ 
ment. It means that cash must be sent when the order is 
placed and not when the goods are delivered. 

C 0. D. ,-Cash on delivery. 

3% 7 days :-This means a discount of 3% will be allowed 

on the price quoted if payment is made within 7 days. 

Ex-stock .‘-from ready stock. 

Price Current .'-rates applicable on the.day or date on which 
the price-list is sent. 

Trade Discount .'-Discount given by one seller to another, i.e, 
wholesaler to retailer. 

D. P. :-Documents against Payment, The documents about 
the goods for delivery purpose will only be given when the 
bill is paid. 

An Advice Note is a written intimation sent by a supplier to 
his customer advising or informing him of the despatch of goods. 
The document is sent after a transaction has been finalised and 
it mentions the date on which the listed goods were sent and 
also the mode of transport. The Advice Note should reach the 
buyer before the goods reach him for the purpose of the Note 
is to prepare him to take delivery. 
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A Debit Note is sent by a buyer to a seller when he finds 
that he has received fewer goods than he had ordered. The Note 
debits his account for the amount of goods not received. 

A Credit Note is sent by the seller to the buyer when lie finds 
that fewer goods have been sent to the buyer than were ordered. 
The Note is a method of cancelling the extra debit given by the 
buyer according to the original order. Both Debit and Credit 
Notes perform the function of rectifying errors that may occur 
in books of accounts. 

Letter of Inquiry for a Price-list 

J Sir J. J. College of Commerce, 

14 A, Nanabhai Lane, 
Bombay-1. 

3rd February, 1983 

The Proprietor, 

The Ideal Steel Works, 

Iron Works Lane, 

Bombay-3. 

Dear Sir, 


I have seen your advertisement in today’s Times of India. I 
intend to purchase some steel furniture for our office and class 
rooms. As our requirements are of a varied nature I shall thank 
you to send me your catalogue and price list, Your advertisement 
mentions that a special discount will be given to educational 
institutions. Please furnish me with more information about this. 

Yours faithfully, 
Principal 

V Letters of Inquiry to a Firm of Caterers 

The Associated Metal Works Ltd,, 


Copper Street, Madras-4. 


4th March, 1983 


The Manager, 

Ideal Catering House, 
Idli Street, 

Madras-3. 


Dear Sir, 

On the 25th of April our company is arranging a staff dinner 
on the terrace of our building. For this purpose we are inviting 
quotations from leading catering firms in the city. 
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The dinner will be non-vegetarian for 700 persons, andvege- 
tarian for 300 persons. The menu for the non-vegetarian meal 
should be j- 

1. Tomato soup cream. 

2. Fish cutlets or mutton chops. 

3. Chicken biryani. 

4. Pudding. 

5. Coffee. 

I shall appreciate your quotation for this along with a sug¬ 
gested menu for the vegetarian meal and the charge for it. 

I would like to inform you that the dinner is an annual 
■event in our organisation. Excellent food and good service this 
year will naturally induce us to book with the same caterers the 
next year. 

Yours faithfully, 

The Associated Metal Works Ltd. 
Staff Manager. 

Letter of Inquiry for Purchase of a New Brand of Goods 

THE NATIONAL CYCLE CO. 

Chain Road, Jullunder, 

4th April, 1983. 

The. Manager, . 

The Fine Cycle Mart, 

Pedal Road, 

New Delhi-4. 

Dear Sir, 

We have been selling Hind and Atlas Cycles for more than 
seven years. In response to a persistent demand from our custo¬ 
mers we would like to stock your Fine Cycles, Could you please, 
therefore, send us your minimum quotation for five dozen Fine 
Cycles and your terms for transport, trade discount, etc, ? 

We would like to inform you that business at our end is 
very brisk and if our customers find your cycles quality products 
we are likely to place a further order within three or four 
months. Excellent references will be supplied with the order. 

Yours faithfully, 
for; the National Cycle Mart 
A. B. Prabhu. 

Partner, 
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Letter of Inquiry to Manufacturer 

THE OLDERBOY HOTEL COMPANY 
Trysole Road, Bangalore. 

7th August, 1983. 

The Manager, 

Keen Cutlery Makers, 

Penknife Lane, 

Jampur. 

Dear Sir, 

The management of the Olderboy Hotel Company has decided 
? to replace the cutlery in all its establishments (five hotels and ten 
cafeterias). They have selected your new "Keen” stainless steel 
‘brand for this purpose, having seen your full-page advertisement 
in the Illustrated Weekly of India , Please submit, as soon as pos¬ 
sible, your lowest quotation for 6000 complete sets of six pieces 
■each. 

In view of the large order we propose to place and also as 
•the replacement orders in future years are likely to be consider¬ 
able, we shall expect at least a 5 per cent discount on your 
.existing prices. 

The Olderboy Hotel Company enjoys a very sound reputation 
- -in the South, but for your further satisfaction we would refer 
•you to Messrs Hoskot and Kamath of Mysore who have, we 
Ibelieve, very satisfactory dealings with your company, 
j i Yours faithfully, 

The Olderboy Hotel Company, 

(Inquiry from a Retail Bookseller 

THE NEW BOOK CENTRE 
College Road, 

Antapur. , ’ 

8th September, 1983. 

The Manager, 

The National Book House, 

Tartrow Street, 

Bombay-20, 

... Dear Sir, /. ■ ■ ' 

At present I am dealing exclusively in college text and guide 
Ibooks, In the near future 1 intend to extend my business activities 
to include the sale of popular novels (English) and magazines. I 
,shall be glad to know what services you can render in this con- 
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nection and would like to have your latest catalogue of books,, 
periodicals and journals. 

Please let me know on what terms you carry on business- 
with retail establishments like mine and what is the procedure 
for effecting payment. 

Yours faithfully,. 
P„P. Olieve, 
Proprietor 

Letter of Inquiry from a Retailer to a Supplier!' 

THE SARDAR SINGH STORES 
Circle Avenue, 

Calcutta 3. 

12th March, 1983*- 

The Maxfactor Products Ltd., 

Rouge Lane, 

Calcutta-4. 

Dear Sirs, 

We learn from your advertisement on the TV that you manu¬ 
facture a wide variety of cosmetic products, We shall be glad, 
to stock and sell your products provided you undertake to 
display and advertise them in the most attractive manner possible 
in two of our shop windows, 

Ours is a large department store with several windows look¬ 
ing out on Circle Street, the main shopping centre of the city. 
We can give you two windows, each admeasuring 12ft. by lift. 
The windows will be given to you subject to our approval off 
your window display. 

If you are interested in this • proposition please send your 
representative before the end of the week to discuss terms andi 
finalise arrangements. 

Yours faithfully. 
Manager. 

REPLIES TO LETTERS OF INQUIRY 

A reply to a letter of inquiry is sometimes called a quotation' 
or offer of sale. Businessmen should welcome a letter of inquiry 
as it enables them to send a quotation in reply and thus makes 
it possible to effect a sale. When it becomes necessary to send! 
out several such replies, businessmen decide to print their offers- 
or quotations in the form of catalogues or price-lists. These* 
{sometimes called “literature”) are sent out with individual cove* 
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ring letters. The objective of every businessmen in sending such 
letters and literature is to convert an Inquiry into an Order. 
How to Reply to a Letter of Inquiry 

1. Send the reply promptly. 

2. Thank the letter-writer for the Inquiry and for the 
interest shown in your product or the service being; 
rendered by you. 

3. Enclose catalogue, price-list and other literature. In the 
covering letter try to show that the price is justified by 
the quality of the goods. Sales orient this part of the 
letter. 

4. Inform the letter-writer of the availability of stock with' 
you and the terms of discount, transport and delivery.. 
Also mention the mode of payment. 

5. Mention the period for which the offer is open. 

6. Where possible, make a firm offer. If the goods asked 
for are not in stock with you promise to obtain them 
or make a substitute offer. 

7. Invite further inquiries and offer to. help; 

8. Ask for an Order. 

A Substitute Offer 

If a supplier or seller is not able to provide the desired 
commodity at the time of inquiry he should explain fully the 
reason why he has no stock of the commodity and also offer- 
substitutes. A substitute offer, however, can only be made if the- 
substitute goods are near in quality and price to the goods inquired 
about. In such cases it is always better to send a sample along, 
with the quotation. Where the nature of the commodity makes 
it impossible to send ‘on approval 5 the seller has to bear the cost 
of transport to and from the prospective buyer. A substitute offer 
must always be made tactfully and the letter that contains the offer- 
must avoid creating the impression that the buyer is being rushed 
into buying ‘the second best thing in the market.’ 

A Firm Offer 

A firm offer is an offer made by a supplier or seller to sell- 
goods at a certain price within a specific period, irrespective off 
market fluctuations. The chief advantage of making a firm offer 
is that it helps to create goodwill between buyers and sellers. A. 
firm offer is usually made in connection with articles or commo¬ 
dities whose price is expected to rise or for which there is a. 
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great demand. For example) business circles may expect a rise in, 
the price of steel articles in view of the Union Budget which is 
-expected to be announced within the next twenty days. A seller 
may now decide to make a firm offer to an old customer to sell 
him steel cupboards at current prices provided the order is placed 
within thirty days. The seller will now be required to sell the 

■ cupboards according to his offer even if the price of steel cup* 
boards in the market goes up the very next day. Another occasion 
■when a firm offer maybe made could arise when there is pressure 
in the market for a particular commodity and the supplier is not 
sure if he will get more stocks after the present stock is sold 

■ out. Firm offers are also usually made during festival seasons like 
Diwali, Christmas and New Year. 

A firm offer should only be made when market conditions 
•justify the making of such an offer. Any attempt to hurry the 
customer into buying the goods by using the firm offer as a 
‘gimmick’ to increase sales is likely to prove a costly game as it 
will mean the permanent loss of goodwill between buyer and 
■seller. Firm offers are usually kept open for a period of time 
mot excceeding fifteen or thirty days. 

: Retaining Old Customers 

The seller should also apply his mind to the problem of 
retaining old customers. It is pointless to acquire new business 
if old customers are going to leave. Inquiries and complaints 
'from old customers should be promptly attended to and wherever 
possible they should be given extra facilities. All letters to old 
customers should be written in a frank and friendly manner. 
■Difficulties in meeting their requirements can be boldly put to 
them and they should be asked to show a little latitude in the 
light of the many years of association. But the seller should 
) not try to take advantage of this to render them poor or sub¬ 
standard service. 

•'Reply to a Letter of Inquiry for a Price-List 
THE IDEAL STEEL WORKS 
Iron Works Lane, 

Bombay-400003. 

'The Principal, 

Sir J. J. College of Commerce, 

14A, Nanabhai Lane, 

’Bombay. 


8th February, 1984 
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Dear Sirs, 

Thank you for your letter of inquiry dated the 3rd February 
1984. It gives me great pleasure to enclose the price-list for which 
■you have asked. On going through this you will find that for 
•quality goods our prices are the lowest in the market. These 
prices are, of course, Ex-Warehouse, and you will have to arrange 
r for transport from our show-room at Opera House. 

I am happy to inform you that on account of Diwali a 
■special discount of 5% is being given. This offer is open only 
till the 16th of February. 

Yours faithfully, 

X. Y. Xandu. 

; The Ideal Steel Works. 

.Asking for a lower quotation 

THE HIGHPOWER ELECTRICAL CO. 

8, Bulb Street, 

Bombay 3, 

8th April, 1983 

The Manager, 

Electric Suppliers Ltd., 

Dadar, Bombay 14. 

iDear Sir, 

Subj -i Your quotation of the 2nd April, 1983 

This is to thank you for the quotation that you have sent. 
'Much as we' would have liked to place the order with you on 
account of our past association, we find that the terms offered to 
us by other firms are more attractive. Some of them are prepared 
to grant us'8 per cent trade discount and a further 2 per cent 
•cash incentive discount if payment is made within seven days. 

As we propose to place a large order you may be inclined 
to reconsider your earlier offer and give us a more competitive 
.quotation. As the articles mentioned in our earlier letter of inquiry 
are urgently required by us we shall appreciate receiving a prompt 
ireply to this letter. 

Yours truly, 
Manager. 
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Reply to a Letter of Inquiry for Purchase ot Cycles 
THE FINE CYCLE MART 
Pedal Road, 

New Delhi. 

10th April, 1984- 

Mr. A. B. Prabhu, 

The National Cycle Co., 

Chain Road, 

Jullunder, 

Dear Sir, 

We were glad to receive your letter of inquiry dated the 4th 
April 1984. While it pleased us to learn that your customers were 
asking for our cycles it did not surprise us, for we can truly claim 
to be using the best quality steel in the making of our cycles. 
Considering the quality of our products we cannot afford to- 
charge less than the rates indicated in the enclosed price-list. 
These prices are At Station prices and the cycles will be delivered, 
to you at Jullunder Station. In view of the fact that we wish to- 
promote sales in your district and also in view of the fact that 
we expect frequent and bulk orders from you, we are agreeable 
to grant you a discount of 4% if payment is effected within 7 
days of the date of delivery. This offer is open only for one 
month from the date of this letter. 

Yours faithfully,. 
Manager. 

Letter of Offer for Sale of Typewriters 

THE TAPPERS CO. LTD. 

Machine Street, 

Bangalore. 

5th October, 1983 ; 

Messrs Pritamdas & Dharamdas, 

57, Chakla Street, 

Bombay 400 005. 

Dear Sirs, 

Thank you for your letter of the 1st October informing us > 
of your intention of buying ten large size, model 3 X, machines 
from our company. 

The cost of each machine will be Rs. 3000/-(no extras). The 
price is. Ex-railway station here, and subject to 2% discount 
against cash in 14 days. Delivery will be effected on the 15th off 
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.November, This offer will remain open for acceptance for 5 days 
from the day on which you receive this letter. 

We have quoted you the lowest possible price and hope to 
.receive your order by return mail. 

Yours faithfully, 

/ The Tappers Company Limited. 

Making a Substitute Offer 

THE FRUIT JUICE CO. LTD. 

Apple Street 
Dahanu. 

8th May, 1983 

The Manager, 

Yep Department Stores, 

P. ML Road, Bombay 1. 

'Dear Sir, 

Thank you for your order dated 6th May ordering 100 
'bottles of Apex Orange Squash. Unfortunately die stock of the 
item is completely sold out and fresh stock is not expected for 
another three months. May I suggest item 12 B on page two of 
•our price list ? The two products are very similar and indeed 
many customers prefer the Xer Syrup Co’s product as it is 
heavier and requires more dilution, thus leading to economy. As 
you will notice in the price list there is only a marginal difference 
in the price of the two squashes. 

I believe you will be completely satisfied with the substitu¬ 
tion and Lam awaiting further instructions from you. 

Yours faithfully, 
Manager. 

Another Letter offering Substitute Goods 

THE WHOLESALE STATIONERY MART 
Carbonpaper Street, 

Typetown. 

5th December, 1983 

The Proprietor, 

College Goods Store, 

Commerce College, 

Type town. 

Dear Sir, 

Sub i Your order for 500 Gen fountain pens dated 1st 
December, 1984 
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It was a pleasure to receive an order from you after an. 
interval of several months. Indeed we were just about to' 
to you to inquire about any dissatisfaction with our services when 
we heard from you. Thank you for the renewed expression of 
confidence in us. 

We have stopped stocking Gen fountain pens since September 
last, following frequent complaints from customers that they were 

found to be leaking after a brief period of use. If you insist on 
having them we could arrange to send them to you in the last 
week of December. Meanwhile might we draw your attention to 
the new Nej brand of fountain pens that we have with us 1 The 
fountain pens are definitely superior to anything we have stocked 
so far and they are in the same price range as Gen pens. 

We are sending with this letter a sample of the different- 
varieties of Nej Pens along with the price-list. 

Yours faithfully, 

The Wholesale Stationery Mart. 


letter Containing a Firm Offer 

KEEN CUTLERY MAKERS 
Penknife Lane, 

Jampur. 

12th August, 1983 

The Olderboy Hotel Company, 

Trysole Road, 

Bangalore. 

Dear Sirs, 

Sub : Your letter of inquiry of the 7th August. 

Many thanks for your letter. The well-known Olderboy 
Company requires no reference and we appreciate your courtesy 
in referring to Messers Hoskot and Kamath of Mysore with 
whom we have been doing business, for the last seven years. 

We shall be happy to send you 6000 complete cutlery sets , 
as required and shall grant you additional discount of 5% on 
the catalogue price as desired. In the normal course we would 
have found it impossible to accede to vour request for the 
additional discount as the price of stainless steel articles is 
expected to rise steeply in the next few days owing to the 
impending budget. We have, however, decided to accede to, your 
request as it is our desire to add you to our list of permanent 
and valued customers. 


■ 



■ 


. :? 

I 

* 

s 
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You will please note that this offer is firm only till the.- 
23rd August 1983. 

Yours faithfully, 
Keen Cutlery Makers- 

End: Price-list 

Letter to revive inactive customer account 
THE PERSOAP CO. LTD. 

Fragrance St., 

Bombay 2. 

11th May, 1983- 

Dear Mr Agrawal, 

I got a lonesome feeling the other day as I was reviewing 1 
our files. For the last six months we have not heard from you. 
Surely you are not unhappy with us ? You can’t be angry with 
our product for we continue to manufacture the same high" 
quality, low cost, soaps. 

In case you are unhappy with the terms on which we have- 
been dealing, our long association in the past should encourage 
you to tell us frankly. I will do everything possible to help you 
all the way. Do write, or better still, why not give me a ring- 
our telephone number is still the same. 

I do hope you will decide to rejoin our family soon. Awai¬ 
ting your early response, I remain. 

Yours cordially,. 
Sales Manager. 

Mr K. P. Agrawal, 

7, Sundernagar, 

Bombay 64. 

VOLUNTARY OFFERS 

A voluntary offer is an offer sent by a seller on his owm 
initiative and not in reply to a letter of inquiry. In a.competi¬ 
tive society sellers have to be aggressive and attract the attention 
of buyers. In other words a voluntary offer is a Sales Letter. As 
it has to attract attention and' arouse interest it must be very 
carefully drafted, with as many personal touches as possible. As- 
several copies of the same letter are sent to different buyers the 
letter has a tendency to appear impersonal in tone. This can be 
avoided by making the contents as attractive as possible and by 
using the personal pronoun “You”. The beginning of the letter- 
must be eye-catching, but over-aggressiveness should be guarded. 
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basket. Generous samples and illustrated literature always mak 
these voluntary offers more attractive. 

'Letter from a Publisher Announcing a New Book 
THE J. J. COLLEGE OF COMMERCE 
Publications Division, 

Nanabhai Lane, 

Bombay 400 001. t 

5th November, 1%3. 

"Dear Mr. — — -— 

Would you like to read a book that opens the door to 
■.fresh opportunities in the banking world 1 »We have just publi¬ 
shed a handy volume entitled “Manual of Bank Correspondence 
.by Aspi Doctor. 

Kept on your desk this volume will help you to write your 
t daily letters in a fresh and vigorous style. This book is also a 
must for those appearing at the I.I.B. examination. It contains 
detailed information about departmental correspondence, bank to 
‘bank letters, report writing, circulars and memoranda. With a 
■ foreword by an eminent banker the book is priced at Ils. 

; 20/- only. 

As only a few copies of the sixth edition remain unsold we 
■would advise you to send your order as soon as possible. 

Yours faithfully, 
Director, 

' Voluntary Offer from a wholesaler to a Retailer. 

THE FRESH SYRUP CO. LTD. 

Sugar Lane, 

Poona 3. 

8th July, 1983. 

The Manager, 

The Sunshine Store, 

7, Seth Street, 

Bombay 400 003. 
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Dear Sir, 

We have sent to you by parcel post a few small tins of 
different varieties of our fruit juices. These are by way of sam¬ 
ples to advertise' our products. We have just entered into busi¬ 
ness a few months ago but our products have already caught-on 
'in a big way. This is on account of the very high quality of 
the juices bottled by us and also the competitive rates at which 
they are offered. The enclosed price-list will convince you of 
'this. We shall be glad to answer any further queries that you 
may have to make. 

Looking forward to a large order, we remain, 
j Yours faithfully, 

J Manager. 

’.Letter Offering Radio Repair Service 

THE BRIGHT RADIO WORKSHOP 
■Sunshine Road, 

Calcutta-3 

7th May, 1983 

'Mr. J. M. Mehta, 

Kanji Street, 

Calcutta. 

Dear Sir, 

How can you get the best out of your radio set ? Most 
•people commit the mistake of waiting till the radio breaks down 
ibefore sending it to a repairer. Prevention, after all, is better 
■than cure, and also cheaper. 

For a nominal fee of Rs. 20/- every year, we undertake to 
.clean and carry out minor repairs to your set once in every six 
•..months. This will not only enable your radio to give you more 
years off good service, but will also give you clear and distinct 
ireception at all times. 

Yours faithfully, 
P. P. Poliaka 
Manager 

(Fora detailed treatment of this subject please refer to the 
chapter on Sales Letters.) 

REVIEW QUESTIONS 

: 1. What things should be kept in mind while writing a letter of inquiry ? 

2. What is meant by ‘solicited’ and 'unsolicited' letters of Inquiry ? 

"19/B.C. 
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3. Explain the terms;— (a) Loco (b) Carriage Paid (c) C.W.O. (d) C. i.fi («)> 
Exstock (f) Debit Note (g) Credit Note (h) Advice Note. 

4 How should one reply to a letter of Inquiry ? 

5 ‘ What is meant by (a) A Firm Offer (b) A Substitute Offer ? 

6. Why should the seller apply his mind to the problem of retaining..old! 

customers? . 

, Write a letter of inquiry to The Wholesale Cloth Mart ashrns .f they can- 
' ^ppij 500 ready-made Tyrej Shirts es-stock. Ask for a pricelist, and other. 

literature. 

8 Draft a reply as from the Wholesale Cloth Mart regretting their inability 
' t0 SU ppiy Tyres Shirts. Make a substitute offer. 

o You have received an order for 8 Tubes Calculating Machines according to 
' your old price-list. At present the prices are 15 per cent higher. Draft a 
reply, containing a firm offer to the effect that the machines will be provided! 
at the old price provided the order .is increased to 11 machines. 

10 Write a sales letter persuadiog traders to take up the selling agency of 
' safety razor blades manufactured by you in Bombay. 

11 Draft a letter to D’Souza & Sons asking for an estimate for installing; 1 
' e i e Qt r ic lights in your office. Also draft a reply as from D’Souza & Sons, 

12 The Eastern Stores are holding their annual X’mas sale. Write: 

' (a) a letter asking for their catalogue and their price-list: 

(b) A reply to the above. 

13. As a wholesale merchant of toilet articles write a letter to a retailer offering’ 

* certain products at an unusually low price. Explain how this does not reflect 

on the quality of the goods. 

14 . As the proprietor of an air-conditioned theatre write to a firm of interior 
" decorators inviting their quotation for a complete renovation of the audb 

torium. ■ 

15. You have manufactured a new cleaning powder with disinfectant ingredients.. 

’ s en d a voluntary offer to retail merchants. 

16. You propose to start business as dealers in radios. Write a letter to the 
' Nixon Radio Manufacturing Company for a catalogue and trade terms,. 

17. In respone to an inquiry from Messrs Pyarelal and Sons, Nasik, you have 
' sent them a quotation for Tee Shirts offering the most attractive terms. 

You have not heard from them for two weeks now. Write a follow-up' 
letter intended to arouse their interest in your offer, 

18. You have received an urgent inquiry for certain seasonal goods you no 

longer' stock. Write a reply inducing the buyer to place an order for the 
substitute you offer to supply from stock. (B.U. 1978) 

19. A customer has opened a shop at Malad and has asked for information 
about the supply of toilet articles. Draft the supplier’s reply. 

(BU.B.Com. June 1979) 

20. Write a letter from a wholesaler to a retailer in which certain goods are 

offered at unusually low prices. Take care to point out that the low prices 
do not imply poor quality goods and explain how such a favourable quota¬ 
tion is possible. (B.U. B.Com. May 1980); 


Letter of Inquiry and their Replies 


291 

21. You have received an inquiry for certain goods of which you have a limited 

stock and the supply position is uncertain. Write a reply convincing the 
prospective buyer of the need to place his order by a specific date. And 
staling your usual terms of business. (B.U. B.Com, Dec. 1980) 

22. A publishing company, which gave you regular contracts for printing, has 

not given any order for over six months. Write a letter trying to regain the 
customer. (B.U. B.Com. April 1981) 

23. Asa chairman of a newly built housing complex you want to develop a garden 
in the colony. Write a letter to Bombay Herborium asking for|informa 
tion about different plants and seedlings. (B.U., B.Com,S.Y.B.A. Nov. 1980) 

24. In reply to an inquiry from Messrs Shukla and Solanki (P.) Ltd., Ahmeda- 
bad, the Rampraj Engineering Works, Bombay, state that they can supply 
1000 pieces of Stainless Steel dishes at special rates although the firm offer 
period is over. However, it should not ne considered as a precedent 

(B.U., S.Y.B.A.Nov. 1981), 
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If the buyer of goods is satisfied with the terms and cond. tons 
’ d by the seller he places an order for the goods Mos large 
companies, which send out several orders every day, do not write 
separate order letters but use a printed form for this purpose. 

Whether a company uses an order form or writesi a separate 
order letter, the following factors should be specified while placing 


an order i , 

L The quality of goods. 

2. The quantity of goods. 

3. The type of packing required. 

4 . The price and the mode of payment. 

5. The mode of transport. 

6 . The time and place of delivery. 

7 Insurance of the goods in transit. 

8 . The right to reject the goods on account of a defect in 
' quality or delay in the delivery. 

The legal position of an order is clear. While it is not exactly 
a contract, it is has a legal bearing in the sense that a buyer cannot 
hold a seller responsible for not doing something which is not 
clearlv mentioned in the letter containing the order. In the same 
way the seller cannot expect the buyer to pay more or accept 
goods different from those mentioned in the order. 


The Trial Order 

No buyer places a very large order with a new seller for the 
first time. The first order is therefore, usually a trial order, Atrial 
order is usually placed either to test the efficiency of the seller or 
to test the marketability of the goods in question. If a new radio 
is placed in the market by a company a number of wholesale 
and retail radio dealers might place trial orders for a few sets with 
the company. If the delivery is prompt and there are no complaints 
from customers they might decide to place further orders. Usually 
a trial order is the result of a sales drive on the part of the seller 
either in the form of a Voluntary Offer or a newspaper adver¬ 
tisement. The buyer places an order for a small quantity of the 
goods as he is not sure of the demand for the article. 

When the trial order is placed to test the efficiency of the 
seller, i.e., his capacity to deliver the goods in time and in good 
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condition, the Trial Order usually contains a reject clause . A reject 
clause enables the buyer to reject delivered goods if they are not 
delivered in time or if they do not match the sample. 

Repeat and Routine Orders 

If the customer is satisfied with the Trial Order he may place 
a repeat order. A repeat order is usually for a slightly larger qua¬ 
ntity of goods as the buyer is not sure of their marketability 
though the first stock has been exhausted. A letter, containing a 
repeat order must contain a reference to the success of the first 
order. 

Once the buyer is satisfied with the efficiency of the seller 
and the demand for the goods in the market he will place orders 
at regular intervals. Such orders are called Routine Orders. To 
save time, such orders are usually sent in the form of very short 
letters or in order forms that have been printed. 

Conditional Orders 

A Conditional Order is an Order which asks for goods to be 
delivered on certain conditions only. The conditions usually are 
about safe packing, special discount for bulk order, free delivery 
or payment facility. A letter containing a Conditional Order must 
be persuasive in tone as the letter has to persuade the seller to 
grant the concession or special attention that has been asked for. 
The Time factor in an order 

In most orders the time factor is important and they specify 
a time-limit by which the order must be executed. If the order is 
not carried out in time the buyer has the right to cancel the order 
and reject the goods. Orders that contain a specific time-limit or 
date by which the goods should be delivered are called Time-bound 
Orders. A shopkeeper may order crackers at Diwali, but if the 
crackers are delivered after the festival he has the right to reject 
' the consignment. 

Letter placing a Trial Order 

THE SPORTS PAVILION 
73, Kalbadevi Road, 

Bombay-2 

8 th August, 1983 

The Spadeworker Co. 

Alless Road, 

Bombay-7. 

Dear Sirs, 

I find your quotation for the Simplex (special ladies’ reducing 
device) quite reasonable and wish to place a trial order for six sets. 
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If Ifind a demand for the sets I shall be placing regular and routine 
orders with 7 ou. In that event I shall hope to receive an extra 
discount facility from you in view of the increased volume 
of business. yours f a i t hfully, 

p, V. Dumbell 
Proprietor 

Printed Form for Ordering Goods 

THE MACHINE TOOL CO. LTD. 

Steel Lane, 

Bilaspur. 

Tel: 53 22 58 
Date : - - -- 

Telegram: ‘Mac ToT 

Order No.___ 

To: 


Please Supply 


1. Under no circumstances must the goods be delivered later 

than_ ' 

2. This order must be acknowledged within 3/5/8 days. Goods^ 
supplied in excess of the order or of inferior quality will be 
returned at your risk and cost. 

3. Payment Terms: ---- , 

4. Carriage and Packing ': : -Tf :: :.:.A ' 

5. Insurance will be covered by us/by you. 


For Machine Tool Co. Ltd. 


Return This Slip Immediately 
Machine Tool Co. Ltd., 

Steel Lane, Bilaspur. 

We agree to deliver goods shown in Order No. bv 

___and any alteration will be made subject to 

your approval. 

Yours faithfully, 

T\ n 
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/Order in the form of a Letter 

THE COTTON DEALERS’ ASSOCIATION • 

Picker Street, 

Bombay-2 

9th May, 1983 

'The Cotton Growers’ Association, 

Cotton Land. 

Dear Sirs, 

Thank you for your letter dated 1st May, 1983 and the samples. 
"We accept your quotation for middling Texas cotton at Rs—per 
ikilogram. We are'willing to purchase 100 bales provided delivery 
'is made after the 1st of June and before the 11th of June. 

We are accustomed to buy carriage free, but in this instance 
:are prepared to bear the freight carriage. In consideration of this 
you will no doubt make an allowance of 2% discount. 

On receipt of the consignment, we shall immediately remit 
ithe amount of the invoice. 

Yours faithfully, 
Purchase Manager 

Another Order in the form of a Letter 

THE BRIGHT STORE 
Shining Street, 

Bombay-3 

4th August, 1983 

The Manager, 

Fresh Fruit Farm, 

IDahanu. 

Dear Sir, 

Thank you for your price-list and letter bearing Ref. No. BA 
J 5762 dated 30th July 1983. Please send me the following items as 
isoon as possible by rail. - 

8 dozen good quality oranges., 

10 dozen good quality apples. 

10 dozen good quality lemons. 

50 tins of mixed fruit. 

I shall buy the goods at At Station price as specified by you, 
rprovided delivery is made before the 15th August, 1983. 

’The right to reject all fruits and tins damaged and unsaleable 
will fbe reserved by me. 
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Please confirm acceptance of the order and specify the tune 
at which we should take delivery at the V.T. Station. Payment 
be effected immediately after inspection of the consignment. 

Yours faithfully >- 

p. P. Jude 

j Proprietor. 

v Letter Rejecting Seller’s Offer 

THE BRIGHT STORES' 

Shining Street, 

Bombay-3 

4th August, 1983'* 

. The Manager, 

Fresh Fruit Farm, 

Dahanu. 

Dear Sir, 

Thank you for your price-list and letter bearing Ref. No. BA. 
5762 dated 30th July, 1983. It is true that we had placed a large 
order with you last year. I am not, however, inclined to do the 
same this year as I find that the price you ask is above the marker 
level this year. Moreover several of the apples and oranges supplied 
by you last year were good in quality but very small in- size. 

If you can see your way to reduce the price and bring it om 
a level with the market price I may reconsider your offer. Your 
revised offer should, however, reach me within 15'days. 

Yours faithfully,. 

Proprietor 

Why Reject ? 

If a buyer does not place an order he must write a letter to- 
the seller informing him of the reason for rejecting the offer. The 
offer may be rejected } (a) because the goods may not be of the" 
kind required; (b) because the price is too high; (c) because the 
order has been placed elsewhere; (d) because the goods will be- 
" required at a future date. 

CANCELLATION OF AN ORDER 

The cancellation takes the form of a letter in which the rea¬ 
son is specified. An order is usually cancelled, by a buyer for 
one of the following reasons: (a) if the order is not executed by 
the due date; (b) inability to supply ex-stock;: (c) goods not. 
matching with sample, (d) worsening of market conditions making, 
it impossible to sell the commodities; (e) violation of any of the- 
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conditions pertaining to transport or insurance (f) inferior quality 
making sales impossible; (g) substitution of another item for the 
one previously ordered. 

If for any of the reasons mentioned above an order is can* 
celled the party cancelling the order must inform the seller 
immediately by telephone or telegram. In the letter that he sends 
later he must clearly show regret for the inconvenience he is 
causing to the seller. He should also give a full explanation of 
the reasons leading to the cancellation. If possible he should place, 
a substitute order. 

Letter Cancelling Order ( Supplier's fault) 

THE J.J. COLLEGE OF COMMERCE 
14 A, Nanabhai Lane, 

Bombay 

12th June, 1983 

The Proprietor, 

The Popular Sweet Depot, 

Mithaiwala Lane, 

Bombay-2 
Dear Sir, 

Last week I placed a large order for sweets which were to> 
have been sent to us yesterday by 4 p.m. for our college social. 

Your man delivered the sweets this morning and I have 
returned them. I wish to inform you that the order stands- 
cancelled as the sweets were not delivered in time. 

Yours faithfully, 

P. L. Dalai 

j Hon. Secretary, 

J Students Welfare Board! 

Letter Cancelling Order ( Customer's fault) 

THE TEEFL DEPARTMENT STORES 
78, Goody Street, 

Bombay-78 

9tb October, 1983- 

The Manager, 

Notebook Company, 

8, Writer Street, 

Thane. 

Dear Sir, 

We confirm having sent you a telegram this morning which' 
reads “Cancel Order 875 for 10,000 notebooks.” We sincerely ' 
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■regret the great inconvenience that may have been caused to you 
especially if you Had already kept the books packed and ready 
- for delivery. We had placed this large order in anticipation of an 
.order from the Regional Training College with whose principal 
•we had negotiated the sale. Last evening, however, we got a 
phone-call from the principal cancelling the order as he had 
received a directive from the State Government to purchase all. 
; notebooks, etc. from the Government Stores at Nasilc. 

On the last occasion your salesman had visited us he had 
informed us of the Work Books that your company proposes to 
-print in.English and Mathematics for Standards IX and X. If 
•these books are available please send us fifty copies of each along 
with your bill for the same. Please allow us the usual trade 
.discount. 

Yours truly, 
M. Puri 
Partner. 

ACKNOWLEDGEMENT OF ORDERS 

So far, in this chapter, we have concerned ourselves with the 
•viewpoint of the buyer. Now let us consider the seller’s point 

• of view. 

Some concerns; with a very large daily turnover of business, 

• do not acknowledge orders at all, they merely execute them. This 
•is not, however, a very advisable policy as there is no written 
-record from the seller’s point of view in the event of any dispute 

• or misunderstanding. 

To save the time of writing individual letters of acknowledge¬ 
ment some companies have printed form letters or cards. The 
-form letter or card usually notifies the buyer that the order , has 
been received and is in the process of being executed. 

The chief advantage of writing individual letters of acknow¬ 
ledgement is that they are personal in tone and, if properly sales 
■oriented, help to create increased goodwill and lead to more 
business, 

Both the printed letter and the personal letter of acknow¬ 
ledgement usually restate the specific terms of the order. This 
helps to avoid errors and misunderstanding at a later date. It is 
also necessary to note that the tone of the letter of acknowledge¬ 
ment should be pleasing and dignified. Enthusiastic outbursts of 
’.thanks and expressions of delight at receiving the order should 
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ihe avoided. All that is needed is a word of thanks and a solemn 
■assurance that the order will be executed properly. 

Acknowledging the order of a new customer provides an 
•excellent opportunity for building goodwill—and this should not 
•be lost. A personal letter with more “sales talk 1 ’ could help to 
r turn a casual customer into a regular one. Orders by old customers 
•should also be acknowledged promptly and courteously. The 
supplier should not make the mistake'of taking them for granted. 
'Form for Acknowledgement of an Order 

THE BOMBAY TILE CO., j- 

Polish Street, 

Bombay-4 

Order Acknowledgement Form 

Sold to: 


Quantity Description and Model Price 


Despatch to 


Packing Instructions 

• 

Insurance 


Terms of Payment 


.Mode'of Transport 


Special Instructions 



Yours faithfully, 

individual Letter of Acknowledgement 

• GLASSWARE MANUFACTURERS 
Bottle Street, 

New Delhi-110001 

7th July, 1983 

The Manager, 

The Cutlery Mart) 

Glass '•Street, 

'.'Calcutta-3. 


Your order No._ 

and date_ 

Our Reference No. _ 
and Date._ 


No. 56421 


'Customer’s 

Copy 
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Dear Sir, 

We acknowledge with thanks the receipt of your order for 25 
(12 piece) tea-sets and 50 (24 piece) dinner sets. The goods will 
be despatched so as to reach you at New Delhi Station on the' 
20th July 1983. The glassware has been carefully packed in strong 
wooden containers and should, therefore, reach you in perfect 
condition. 

The'best quality glass has been used and the sets, will, I am 
confident, conform to your highest expectations. 

I must thank you once again for your renewed expression of 
confidence in the form of this order. As usual we shall under¬ 
take to replace any of the goods which are considered by you 
to be of inferior quality. 

You may rely on us for prompt attention at all times, 

Yours faithfully,. 

Partner. 

Acknowledging “On Approval” Order 

(Note : If goods are sold “on approval’, the buyer can return 
them without any obligation on his part within the stipulated, 
period. If however, the buyer keeps the goods for more than a 
reasonable period or beyond the stipulated period then he is said 
to have accepted them and has to pay accordingly). 

THE GLASSWARE MANUFACTURERS 
Bottle Street, Delhi-2. 

8 th August, 1983- 

The Proprietor, 

Fancyware Stores, 

Connaught Circle, 

New Delhi-1 
Dear Sir, 

This is to confirm our talk on the telephone yesterday and,, 
following your request, we are sending you six cut-glass dinner- 
sets, the selling price of each being Rs. 3750. You can keep these 
sets for two months and if at the end of that period have not 
found customers you can return all or the unsold ones to us, 
As agreed in our talk, you will be entitled to a discount of 25% 
on the retail selling price mentioned above. You may however- 
please note that you should settle the account within one month ; 
at the end of the stipulated period of two months. 

Yours faithfully,. 

Manager, 
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Sometimes the Letter of Acknowledgement has to give some 
special information regarding the order when ( 1 ) there is likely 
to be a delay in delivery ( 2 ) the goods may be supplied short 
of the stipulated quantity (3) written confirmation is required for 
an oral order (4) clarification has to be made about delivery, 
transport, insurance or mode of payment ( 5 ) there has to be a 
change made in the terms of the offer. 

letter explaining Delay in the Execution of an Order 

GLASSWARE MANUFACTURERS 

Bottle Street, 

New Delhi 110001. 

T , .. 10th July, 1983 

I be Manager. 

The Cutlery Mart, 

Glass Street, 

Calcutta-3. 

Dear Sir, 

Very heavy rate and flood conditions have dislocated rail 
traffic between Delhi and Calcutta. We regret that this has caused 
■the execution of your order to be delayed. 

The glassware, securely and carefully packed, is at Delhi 
station waiting the resumption of train services. We apologise 
for this unfortunate delay, but as you will appreciate it is caused 
.by circumstances entirely beyond our control. 

Yours faithfully. 
Partner. 

Letter refusing to Execute Order 

GLASSWARE MANUFACTURERS 
Bottle street, 

New Delhi 

4 th November, 1983 

'The Manager, 

The Cutlery Mart, 

■Glass Street, 

Calcutta-3. 

Dear Sir, 

We were happy to receive your order dated the 15th October, 
1983 as it was a renewed expression of confidence in us. We 
are reluctantly compelled, however, to request you on this 
occasion to approach another manufacturer. 



Business Communication> 


392 

We find that we do not have the equipment and stock of; 
glassware to match your specific instructions To carry out your 
order, in these circumstances would mean the purchase 0 
material and the consequent dislocation of the normal i 

of our plant. . 

We are sorry we cannot be of greater help and hope. t nit 
this inability on our part will not affect the cordial business 
relations that have existed between us all these years. ^ 

Partner. 

Refusal to Supply on Buyer’s Terms 

GLASSWARE MANUFACTURERS 
Bottle Street, 

New Delhi 110 001 

10th July, 1983 

The Manager, 

The Cutlery Mart, 

Glass Street, 

Calcutta-3. 

Dear Sir, 

It really surprised us to receive your order No, 54 dated 
30th June 1983, 

In the price-list that we sent you on 1st May 1983 it was 
clearly indicated that the tea-set is priced at Rs. 125/-for a set 
of 12 pieces and the dinner set at a price of Rs. 660/-for a set of 
24 pieces. It is therefore impossible for us to execute the order 
at the incredibly low price stated in your order form* 

At the most we can give you a discount of 2% on the catalo¬ 
gue price. This being a special concession in view of the cordial 
business relations that have existed between us all these years. 

Yours faithfully. 
Partner. 

Letter for Order received after firm offer expiry 
THE CUTGLASS CO LTD, 

Glassware Street, 

Bombay 43 

9th July, 1982. 

The Proprietor, 

Fitlcit Stores, 

7, Linking Road, 

Bombay 52. 
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Dear Sir, 

Thank you for your order dated 7th July for 45 sets of 
Sepro Tea Sets. There seems, however, to be a slight misunder¬ 
standing which we would like to clear up before we execute the 
order. In response to your letter of inquiry of the 2nd May we 
had quoted a price of Rs. 100 per set and the quotation was firm,' 
till the 15th of June. As your order has reached us long after the 
expiry of the firm offer we are unable to offer you the sets at such 
a low rate. The prevailing rate is Rs. 120 per set. 

We are, however, keen on keeping your name on our list of 
esteemed customers and as a special case offer you a discount of 
2% qn the current rate. On receiving your confirmation we shall 
send you the 45 sets, carefully packed and by our own delivery van. 

Yours faithfully, 
Manager. 

REVIEW QUESTIONS 

1. What points must be covered by a letter containing an order ? 

2. Is an order the same as a Contract ? What is the difference ? 

3. What is meant by (a) Trial order (b) Repeat and Routine order (c) Sub¬ 
stitute order (d) On approval order (c) Conditional order (f) Time bound 1 ! 
order. 

4. On what ground can an order be cancelled ? 

5. How should an order be acknowledged ? 

6. As a retail merchant of woollen clothing write a letter to the Woollen 
Garments Co. Ltd. Bombay, placing an urgent order with them for woollen' 
clothing which is urgently required for the forthcoming cold season. Ask: 
for prompt service. 

7. Place an order with the Writers Co. Ltd., Jamshedpur, for 40 typewriters, 
of different varieties. Specify the time within which delivery is expected and' 
suggest' a mode of payment. 

8. The Rajasthan Construction Co. thanks the Bricklayer Company ’for the- 

latter’s quotation and encloses an order for 50,000 bricks to be delivered 
in lots of 2,000 each at intervals of 7 days from the 1st May, Specify the 
mode of transport and suggest a mode of payment. : 

9. Place an order with a large manufacturing company for 6,000 fountain 
pens. Give suitable inducements to make the seller give you a concession 
of substantial discount. 

10. Order a large quantity of sweets for your retail shop to provide for the 
Diwali rush. Ask for a discount and specify packing and mode of transport. 

11. Write a letter of regret to the Ideal Furniture Depot explaining your 
inability to supply the 30 folding tables ordered by them. Give a suitable 
reason and oiler substitutes. 

12. As a cloth manufacturer write a letter of regret to a retail merchant andh 
explain your inability to provide a particular type of shirting material; 
Request him to wait till fresh stocks arrive or offer suitable substitutes, 
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13 Unexpected labour trouble prevents .you from executing an order for a large 
’ number of office files. Write a letter explaining your inability to execute 
the order to a highly valued customer and ask for an extension of time.. 

14 . As a retail merchant, send a Trial Order to Pusher & Co., who have just 
advertised their new Water Coolers. 

• 15 place an urgent order with the Raincoat Manufacturing Co., for the forth- 
‘ com i n g rainy seasons. Incorporate in your letter a ‘rejection clause if the 
goods are not delivered promptly. 

■16. Confirm in letter form a quotation sent by telegram, Expand the quotation 
and make the offer firm. 

17 A customer who has placed an order for goods, now wishes to cancel the 

’'" order on account of lack of storage space. Draft a suitable reply. 

18. Send an acknowledgement to a customer who has ordered goods. “On 
Approval”. 

19 . You have received an order to supply goods which you no longer stock. 
Write to the customer offering a good substitute. 

20. Umbrellas which you had ordered in May have been delivered in September. 
Write a letter rejecting the consignment. Suggest that you are prepared to 
accept the consignment if additional discount is given. 

21. Express your regret at being unable to execute an order by the due date 
' and explain why the delay is unavoidable. Ask your customers to wait till 

a certain date by which you could guarantee delivery. Express the hope that 
it will not cause them undue inconvenience to allow extension. ^ ^ 

22. Write short note on the following: 

The points you would mention in a letter ordering goods. 

(B.U. B.Com. June 1979) 

23. A customer has placed an order with you for certain items of stationery 

on the basis of a quotation you had sent him a month ago. Write a reply 
explaining to him why you cannot accept his order and send him a fresh 
quotation making him a firm offer. (B.U., F.Y.B.Com. April 1982) 

24. On account of a strike in your factory, yon are unable to despatch to the 

Coronet Radio Corporation, Bombay, J00 pieces of Janata Television 
sets by the due date. As the Sales Manager of Messrs Ram Narayan and 
George Pinto (Pvt,) Ltd., Amritsar write a letter to them requesting an 
extension of time. (B.U., S.Y.B.A. April 1981) 

25. You have received a quotation from Ideal Hosiery Works, Baroda. As 
Secretary of the Gandhi Nagar Consumers Society Ltd. Bombay place a 
trial order for banyans, handkerchiefs and ready-made garments for children. 

(B.U., S.Y.B.A. May 1982) 


In'the business world, however careful you may be, things do 
go wrong and when things go wrong the aggrieved party will 
complain. There are occasions when you, as a businessman, too 
will have to complain. The purpose of this chapter is to show 
how complaints and claims can be made without souring the 
.•.relations between buyers and sellers. 

It becomes necessary to write letters of complaint for 

(h) poor quality or improper quantity of goods received, 

(b) goods arriving late, 

1 ( c ) goods arriving in a damaged condition, 

(d) defective packing, 

"(e) goods differing from the sample, 

(f) goods differing from those specifically ordered, 

■ (g) higher price, 

'(h) mistake in bill or invoice, 

(i) poor service, discourtesy shown by staff of seller, 
s(j) reminders for payments, 

(k) goods delivered to the wrong party or place, 

(l) poor after-sales service. 

fHow to write a letter of Complaint 

While writing a letter of complaint care should be taken to 
see that it is addressed to the proper person or department and 
"that it is sent as soon as the error is detected. This will ensure 
■speedy adjustment of the complaint or claim. Since the purpose 
of a letter of complaint is not to start a quarrel but to point out 
mistakes and get these rectified, the tone of the letter must be 
•firm and polite. The letter should provide full details such as 
l (a) the date and time of the order and delivery, (b) the nature 
and quantity of goods ordered or services required, (c) details 
-of what exactly went wrong and where, (d) nature of the loss to 
•the letter-writer, (e) how best the letter-writer can be compen. 
■sated for this loss. 

The letter must be complete, concise and firm without being 
■rude. It must be sound from the legal point of view, which means 
that the complaint must be a genuine one. If the matter should 
sgo to a court of law the claim made by the letter-writer must 
,20/B C. 
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wove legally effective, The writer must give full details of the 
goods and the date of delivery so that the seller can identify the 
transaction. Invoice numbers and order numbers must be properly 
Quoted The letter should firmly demand an adjustment of the 
complaint or claim and should also, if possible specify the 
manner in which such adjustment is to be made. If you have: 
ordered a new radio set, which has proved to be defective, 
specify in your letter of complaint whether you want the set to be 
replaced, repaired or if you want to be paid back. There is nothing 
to be gained by using insulting language and insinuating that the 
seller of goods is “unreliable,” “unprincipled,” or that his goods are- 
“third-grade ” Avoid any show of anger or sarcasm. It is in the bu- 

yer’s own interest to suggest that the letter of complaint has been 

sent because of a slip or error on the part of the seller. This 
attitude will help the seller to meet you half way and adjust the 
complaint without feeling hurt, insulted or humiliated. It is also 
advisable to resist the temptation to give advice. It is better to 
discuss the problem than try to “lecture” to the seller. 

The correct tone in a letter of complaint can be struck if the 
writer keeps in mind the ‘You’ attitude. Just as you would not 
like to receive a rude letter and would refuse to meet any claim 
that is made, in the same manner your own claim will not be 
met if you word your letter rudely. In this context it is always 
better to give the other party the benefit of the doubt and suggest 
that errors are certain to take place even in the best organised 
firms. A / tolerant attitude on the part of the complainant will 
please the receiver of the letter. If, in addition to the tolerant 
attitude,' an appeal is made to the sense of fair-play of the 
reader his claim is certain to be met and his complaint adjusted. 
It has rightly been said that a tactfully written letter of complaint 
by itself brings about a proper adjustment. The tone of the letter 
should be polite throughout for in such letters what you say is 
not so important as how you say it. 

Claims 

Earlier in the chapter it was suggested that the writer of a 
letter of complaint must specify the manner in which he wants 
the complaint to be adjusted. This is the “claim” 'part of the 
letter. When, however, the writer is not sure as to what should 
be a fair settlement he should leave it to the adjuster (i.e. the 
person who is in a position to redress the grievance of the com* 
plainant). Provided the letter has shown a tolerant attitude and 
a strong appeal has been made to the sense of fair-play of the- 
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reader the adjuster is likely to grant even more than the writer 
would have otherwise demanded. 

How to put in a Claim 

Beginners have great difficulty in striking the right balance 
between courtesy and tactfulness on the one hand and firmness on 
the other. Either their letters become curt or they are apologetic. 
The right note is struck if the writer begins the letter by putting in 
a word of praise for the promptness with which the ordered goods 
were delivered or other good qualities of the service rendered. 
He should then go on to explain the manner in which he has been 
inconvenienced or put to loss by the defect about which he is 
complaining. The writer should express regret for making the 
complaint but should add that the defect is too serious to be 
ignored. It should also be politely suggested that the reputation of 
the seller is likely to suffer if such complaints and claims are allo¬ 
wed to pass unadjusted. 

Complaint of Goods damaged in Transit 

THE FAMOUS TRADING CO 
Salter Street, 

Bombay~4C0 004. 

9th November, 1983 

The Exporting Corporation, 

Shipping Street, 

Hongkong. 

Dear Sirs, 

Sub : Our order No. 1M/6543 for plasticware. 

I regret to inform you that the plasticware in connection with 
the above mentioned order was received by us in a badly damaged 
condition. Two of the cases of the consignment had their sides 
broken and five sets of plasticware have been either broken or 
crushed. Three other sets are also damaged and are in an unsale¬ 
able condition. 

As insurance of the consignment has been effected by you, I 
hope you will take up the matter at your end. I have, while taking 
delivery of the consignment, endorsed the receipt with details of 
the damage. 

As eight out of the twelve sets ordered are in an unsaleable 
condition please let me know at your earliest how you intend 
to adjust the account. 

Yours faithfully, 
L. T. Advani 
Partner. 
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, / Complaint of Shortage in Quantity 

THE FRAGRANT SHOP 
Causeway 1, 

Colaba. 

9th December, 1983 

The Sandalwooders, 

3, Palace Street, 

Mysore, 

Dear Sirs, 

I must express my appreciation of the promptness with 
which you executed my order No. 876 for 200 sandalwood caskets. 
My foreign customers who had placed the rush older wire, a 
praise for the excellence of the workmanship. 

I would, however, like to point out that on opening the pac¬ 
kage I discovered the number of caskets to be only 198.1 was in 
a position to meet the shortage from my old stock of caskets 
and delivered 200 caskets to my clients, It is n small matter con¬ 
sidering the many years of satisfactory dealing that we have had 
and in the normal course 1 would not have mentioned it. Hut 
am sure you would like to check up with your packing depart¬ 
ment and root out any negligence that might be there, 

I have already settled your Bill No, 78 for the caskets, 1 am 
enclosing with this letter my order form for some other sandal¬ 
wood articles that are required by me, Please send the sandalwood 
caskets along with the next consignment to adjust shortage in the 
present consignment. 

Very truly yours, 
P. L Sen 
Proprietor 

Complaint of bad Execution of an Order 

Prof, T. M. Kutty 78, Shivsagar Road, 

Matunga, Bombay 400 016. 

| ; 18th October, 1983 

* The Manager, 

Famous Book Depot, 

7, Lajpatrai Marg, 

New Delhi 110 001. 

Dear Sir, 

Re * My order elated 1st October for 30 books. 

I have been your regular customer for the last fifteen years and 
have been more than satisfied with your service. This present letter 
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of complaint is prompted by the fact that your packing department 
has obviously sent me the wrong parcel by mistake or has mixed 
up the books ordered by me with some other consignment 
of books. 

You have sent me two volumes of Gibbon’s “Decline and Fall 
of the Roman Empire,” which I have not ordered. The rest' of 
the books are the correct titles ordered by me, but five of them 
are paperbacks while I had specifically informed you that all the 
books ordered by me should be cloth bound library copies. The 
copies of “Advanced Learners’ Dictionary” and “The Eternal City” 
are shop-soiled and in very poor condition. 

^ 011 will appreciate that it is not fair to expect me to pay 
the full price for the unwanted and damaged copies, Please, there¬ 
fore, let me know what you expect me to do with the books 
that are with me and how you wish me to effect payment for 
the remaining books that I propose to keep. 

, Yours faithfully, 

kJ _ T. M. Kutty, 

Complaint of Inferior Quality 

THE RETAIL CLOTH SHOP 
Linking Road, 

Bandra, 

Bombay 400 005 

9th September, 1983, 

The Manager, 

The Quality Textile Mills, 

Mill Street, 

Ahmedabad. 

Dear Sir, 

Re: Our Order No. 53 dated 20th August, 1983 

You executed the above order on the 5th of September, 1983, 
as usual, with promptness. We regret to inform you, however, 
that the material is not up to your usual standard. The cloth is 
loosely-woven and easily pulled out of shape. A cutting from the 
material enclosed with this letter will convince you of this, 

This material has already been rejected by several of our 
customers, We shall thank you to replace this inferior material 
at the earliest possible date with your usual high-quality product. 

Yours faithfully, 

THE RETAIL CLOTH SHOP 
l P. Slmma 
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Complaint of Defective Goods 

MESSRS PRABHU & PAI 
Solicitors 

5, Hamam Street, 

Bombay 400 001. 

8th September, 1983. 

The Manager, 

The Linoleum Mart, 

Bombay 400 007. 

Dear Sir, 

Last week I visited your show-room and placed an order for 
a piece of blue coloured linoleum for my office. Your salesman 
showed me a piece which was frayed at the comers, stained 
and quite shabby. I, however, took it to be a display specimen 
and asked him to send me a large piece of the same shade and 
thickness, 

1 received the linoleum this morning and you can imagine my 
surprise when I found that it was the same shabby piece I had 
seen in your show-room. I believe this must haye been due to 
oversight on the part of your employees. I am sending back the 
defective piece with the bearer of this note and shall thank you 
to replace it or refund the amount that I have paid. 

Yours faithfully, 

R. N. Prabhu. 

Complaint of Poor Services Rendered 

THE EXCELLENT BANK LTD. 

5, Museum Road, 

Bangalore. 

10th May, 1983 

The Proprietor, 

Ideal Furniture Mart, 

5, Wood Lane, 

Bangalore. 

Dear Sir, 

I am very disappointed with the quality of work that went 
into the making of the desk-cum-counter for our office. The 
piece that you have made for us is shabby and lacks finish and 
polish. It is quite different from what you have shown in your 
glamorous advertisement. 
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I am withholding payment of the sum of Rs. 1200/- due to 
•you as I feel that your workman should call again and give the 
•desk a better finish with a touch of polish. 

Yours faithfully, 

v Manager 

^Complaint to the Municipality 

THE PURITY BANK LTD., 

Pooja Marg, 

New Delhi. 

9th August, 1983. 

'The Health Officer, 
iDelhi Municipality, 

Municipal Building, 

New Delhi. 

Dear Sir, 

For several weeks the two dust-bins near our bank have not 
been emptied and cleaned. The foul smell from the dust-bin is 
■causing great incovenience to us and our customers. It should 
■hardly be necessary for me to inform you of the health hazard 
to the people in the locality. 

We hope you will take prompt action on receipt of this 
'letter. We did not complain earlier as we have been daily 
expecting your department to realise its civic obligations, especially 
towards institutions which are prompt tax-payers. 

Yours faithfully, 
Manager. 

Complaint to the Postal Authorities 

THE STEEL CO. LTD. 

Crete House, 

6, Steel Street, 

Bombay-400 002, 

10th October, 1983. 

The Postmaster, 

Kalbadevi Post Office, 

■Bombay 400 002. 

’Dear Sir, 

On the 16th August, between 8 a.m. and 10 a.m. we forward¬ 
ed through your office a parcel containing copies of various 
documents addressed to Mr. Pyarelal, our legal adviser, at our 
Bhopal branch. We have just learnt from Mr. Pyarelal that the 
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parcel has not yet been received by him. Could you please make- 
the necessary inquiries and let us know as soon as possible ? 

We enclose the Registered Parcel Receipt in respect of the' 

^ arCe Yours faithfully, 

The Steel Company Ltd,. 

Enel: One Receipt. 

Complaint to a Bank 
P.R. Suri, M.B.B. S. 

7, Kashmiri St.,. 
Jullunder, 

Punjab. 

11th May, 19831 

The Chairman, 

The Bright Bank Ltd., 

Light Street, 

Bombay-400 002. 

Dear Sir, 

I have been a depositor in the Jullunder branch of your bank 
for the last 15 years. Yesterday I visited the bank office to ask 
for my passbook which has not been returned for more than a 
month. At first the cleric at the Current Account counter seemed, 
to ignore my question. When I raised my voice he rudely infor¬ 
med me that I should not disturb him as he was attending to his- 
ledger. I waited for 15 minutes and then when I repeated my 
request he informed me, without looking up from the ledger that 
my book was not ready and that I should come for it the “day 
after tomorrow”. 

Even if the poor service provided by your branch office can- 
be overlooked, the rude behaviour of the clerk certainly cannot. 

I have sent a copy of this letter to the manager of your Jullunder 
branch with instructions to close my account and transfer the 
balance to my credit to the Fine Bank Ltd. 

/ Yours faithfully,. 

P.R. Suri. 

Complaint of Defective Goods 

THE MODERN CONSTRUCTION CO. 

7, Going Street, 

Bombay-1. 

21st February, 1983:. 

The Vacuum Co. Ltd., 

• 8 , Dirty Street, 

Bombay 56. 
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Dear Sirs, 

Last month we bought your much-advertised and guaranteed,!! 
Vaccum Cleaner for our office. The guarantee card assures of freer 
replacement for two years and is on file with you. 

Yesterday the vaccum cleaner caught fire while in*use and- 
was damaged beyond repair. I have kept the burnt-out shell and ' 
will send it to you if you wish. I shall thank you to-send another 
vaccum cleaner immediately as the one with me is beyond repair: 

Yours truly,- 
Manager:. 

Claim—Late Delivery 

THE FINE CLOTH STORES 
Woollen Street, 

Boro bay-2 

4th March, 1983i„ 

The Knitwool Co. Ltd. 

5, Greaves Street, 

Bombay-24, 

Dear Sirs, 

We had placed an order with you for twelve dozen-sweaters- 
and six dozen woollen jerseys. You had promised to deliver these- 
in time for the winter season, i.e. sometime in November or 
December 1982. The sweaters and jerseys have arrived now, but’ 
as the season is almost over it is too late to sell them, 

We are, however, agreeable to keep-the sweaters and jerseys ■ 
now in anticipation of the demand next year provided you will;' 
allow us an additional 10 percent discount. If you do not find it : 
convenient to allow this discount then we have no option but to ■ 
return the sweaters and jerseys as you were not able to deliver 
them according to the terms of the order placed with you in/ 
September 1982, 

Yours faithfully,. 
Proprietor. 

Making a Claim without Guarantee 

Mrs. H. R. Rosie, 

9, Curry Street, 
Madras 4. 

22nd February, 1983.*.. 

The Canned Dairy Ltd., 

Pasture Street, 

Madras 1, 
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Dear Sirs, 

For many years ray‘family and I have enjoyed eating your 
-tinned products. The last giant size cheese tin that I bought from' 
itthe Iddli Stores on Curry Street yesterday contained an unplea¬ 
sant surprise. The cheese was rancid and there were two dark 
'.worm-like^ objects in it. 

I understand that your .company is known for its high stan¬ 
dard of cleanliness and the precautions that you take but, I 
:.suppose, incidents like this will take place in spite of all your 
care. 1 know very well that your products do not carry a “money 
. back” guarantee and legally I cannot make any claim against 
■you, but! would like you to make an exception in this case as 
■ your gaint size cheese tin costs Rs. 40/-and it is only because 
of your brand name that I went in for such a large size tin. A 
middle class housewife really cannot afford to throw away Rs. 40 
; as I have done (for i will have to throw away your cheese uneaten 
: after I have shown it to your representative) and I hope you will 
$be fair in this matter and either replace the tin or reimburse me 
Rs. 40. Awaiting your early reply. I am, 

Yours very truly, 
[Mrs,) A. R. Rosie. 

REVIEW QUESTIONS 

•l. You had-recently ordered a consignment of lO bales of cotton. The bales 
reached Bombay port and you found that two bales contained an inferior 
variety’ of cotton. Draft a letter of complaint and suggest a mode of 
restitution. 

'.2. "As a retail merchant write a letter to a fountain-pen manufacturer who has 
sent you 500 pens, many of which are found to be leaking when used. 
Explain how several of your customers have been annoyed by the leaking 
pens and that you have stopped selling them. 

.3. Bombay Cloth Shop had ordered large quantities of silk and terrycot 
clothing in anticipation of the Chrittmas rush. The goods, however, reached 
the shop in January, As -the proprietor of the shop write a letter of com¬ 
plaint to the manufacturer and add that unless a special discount of 20 
p c, is given the goods will be returned immediately, 

4. Write a letter to a glass manufacturing factory threating to cancel a 
contract for supplying inferior goods. Suggest an immediate adjustment in 
cash or kind. 

5. The Typewriter Repairers have recently charged you Rs, 300/~for cleaning 
and repairing your office machines. Within ten days you find that the 
machines are out of order. Write a stern letter of complaint and ask for 
their men to come again and repair the machines. 

'■6 You had ordered 7 cutlery sets for your hotel under the impression that 
they are made of stainless steel. The sets have rusted within three months 
of use. Write a letter of complaint. 
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7. Why should a letter of complaint be written with tact and care ? Why 
should it not be regarded as a routine letter? 

8. What points should be borne in mind while drafting a letter of complaint? 

9. Why should a complainant adopt a tolerant attitude ? Why is courtesy more 
important than curtness in a letter of complaint ? 

10. “A good businessman welcomes complaints instead of resenting them”. 
Discuss. 

11. "A customer's complaint or claim opens thewayforaninvestigation.lt 
also becomes an opportunity to right a wrong and provide goodwill” 
Explain and illustrate. 

12. ‘‘In a letter of complaint the foundation must be courtesy not curtness!” 
Discuss. 

13. How can you make a letter of complaint effective ? 

14. Explain the terms “Complaint” and “Claim” and show how letters of com¬ 
plaint usually contain a claim. 

15. Discuss:- “Courtesy should be the dominant tone of letters of complaint 
and their adjustment." 

16. Why do enlightened businessmen welcome complaints from their customers ? 

(B.U. B.Com. I978J 

17. "What you say is not so important as how you say.” Bring out the truth 

of this statement with special reference to (he letter of complaint and the 
letter refusing credit. (B.U., B.Com. 1978) 

18. A Beauty Box you had ordered as a gift to your friend has arrived late in a 
damaged condition. Draft a letter to the dealer asking for compensation. 

(B.U., B.Com. 1979) 

19. Write informing your suppliers that many of the articles in one of the 3 

cases of glassware delivered to vou last week were broken and that the 
packing appears to be at fault. List the broken articles and say that you 
want them replaced. (B.U., B.Com. Dec, 1980) 

:20, The manager of a theatre, where your office function was held, has sent a 
large bill for damages to scats. Draft a letter pointing out the seats were 
already in a damaged condition when you took charge of the theatre, and 
refusing to pay the bill. (B.U., B.Com. April 1981) 

121. The time piece you had ordered has arrived in a damaged condition. Write 
a letter to the Bombay Times, dealers in clocks and time-pieces, to make a 
replacement. (B.U., S.Y.B.A. Nov. 1980) 
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In India most businessmen regard a letter of complaint as a 
nuisance. They either ignore it, or try to brush it aside with a 
curt reply. This is a wrong approach. A letter of complaint 
should be welcomed as it points out some defect in the organi¬ 
sation of the seller. It is for this reason that replies to letters of 
complaint usually begin by thanking the sender for drawing atten¬ 
tion to the defect. A good businessman will never dismiss a letter 
of complaint out of hand, he will seize the opportunity to stren¬ 
gthen his organisation and make it more efficient. 

The reply to a letter of complaint must be sent at once, for 
as everyone knows, justice delayed is justice denied. Sometimes it 
takes several days or weeks to investigate the genuineness of a 
complaint. But this is no pretext for delaying the reply to the 
complainant,The reply should be sent immediately, assuring the- 
complainant that his complaint is investigated. The seller should 
remember that the main purpose of the letter of adjustment is to> 
restore the faith, confidence and goodwill which may have been lost.. 
He should try to adjust the complaint cheerfully and gratefully. 

If, after investigation, it is found that the complaint is 
genuine the complainant deserves no less than an unconditional? 
apology along with an assurance that he will never have cause 
to complain again. The defective goods should he replaced or the 
belated services rendered. It will never do to make excuses and, 
plead "shortage of time” or “pressure of work.”' Formerly, while 
replying to letters of complaint, the blame was usually passed on. 
to a subordinate or to inferior employees. The manager would- 
write that a new clerk or worker was responsible for the mistake. 
This gimmick, owing to overuse, has lost effect and' is certainly 
not the gentlemanly thing to do. 

If the complaint is under investigation then the reply should: 
contain a conditional apology (‘7/ the cashier was rude to you, 
you are certainly right in complaining to us” or “If, as you say, 
the tins of meat are dented we shall replace them”). The letter 
must also promise that the complaint is being investigated and 
the adjustment will be made at an early date. The most difficult 
type of reply to a complaint has to be drafted’when, the comp¬ 
lainant is in the wrong. It will never do to- tell) him. so- bluntly 
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I -or curtly as it might mean the loss of a valuable coustomer, 
The customer is always right” is as true a statment in commer¬ 
cial correspondence as in salesmanship. The most tactful and 
courteous language should be used in pointing out the error of 
the complainant. 

Adjustment Policy 

j : Since a letter of complaint makes a demand for adjustment 

the company that receives the letter will have to decide upon the 
policy it proposes to adopt towards such letters. Usually a com¬ 
pany adopts one of the following policies— 

(i) “Buyer Beware” (Caveat Emptor). It points out very politely 
that this is an accepted principle in commercial transactions and 
hence the complainant has no remedy. However polite the langu¬ 
age, this policy is a highly dangerous one to follow for in the long 
run it is certain to result in the loss of goodwill and customers. 

In point of fact this policy means a refusal to adjust. To 
avoid the loss of goodwill which such a policy involves the 
-company should give a soft answer and try to convince the com¬ 
plainant that refusal to adjust is only fair under the circumstances 
f: of the case. The letter should try to get on common ground with 

■the reader by agreeing with him on some points and at the qame 
I time explaining the situation from the adjuster’s point of view. 

(ii) “The Customer is always right” say some firms and 
proceed to adjust all complaints that come in and make it a point 
to settle all claims. This is the policy adopted by firms that deal 
with highly priced goods and luxury articles like electronic goods, 

i TV sets, pianos, etc, Since they deal with clients that are highly 

jl influential they do not wish to risk antagonising a single one. 

Even if the demand is ridiculous such companies do not mind 
satisfying the customer for the cost of their articles runs into 
thousands of rupees and spending a few hundred once in a way 
to please an erratic or fussy customer is considered good policy. 

(iii) ’'“Fair claim, fair adjustment” is by far the best and the 
most widely accepted policy. Each complaint is judged on its 

I merits. If the claim is a fair one, immediate adjustment follows, 
if it is unjustified then the claim is refused. This policy suits the 
small businessman who would soon run to the bankruptcy court 
if he adopted the “customer is always right” policy with respect 
[' all complaints. This policy is also in keeping with the principle 
that an adjustment policy should be drawn up with a view to 
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. protect the customer who is in the right and who has been, 
wronged. 

Drafting the Adjustment Letter 

The oenetal tone of the reply to a complaint letter should be 
frank and cheerful as this helps to build goodwill and net** 
business. A frank admission of a mistake or expression of regret 
will always be appreciated. There should be no resentment or 1 1- 
will shown while granting claims or 

he done ungrudgingly and in a spirit of goodwill. A tone of con 
dascension as if doing a favour while making the adjustment should 
also be guarded against. 

Avoid language that will cast a doubt on the honesty or inte¬ 
grity of the complainant. Do not say, "We have received your 
letter in which you Mm that one of the tea-sets was damaged . 

’ Avoid a detailed explanation of the error. Do not protest too 
much. The customer is more interested in getting the error adjusted 
than in knowing how it happened. A brief explanation will 
enough. In the same way do not repeat in your letter the de» 1 
of the fault mentioned by the complainant ("We have yourfetter 
in which you inform us that three of the sets are damaged, two 
have their lids prised open, and one has been completely smashed 

due to faulty packing".) Write about pleasanter things and try to 

make the customer forget the unpleasant part. Also avoid using 
the word ‘complaint’ as far as possible in the reply. It helps to 
use words like ‘misunderstanding’ or ‘request’ instead. 

Avoid entering into a controversy or argument with the cus¬ 
tomer No matter how much in the right you may be it never 
profits getting into a heated argument with a customer. You may 
win die argument butlosea great amount in the bargain. The best 
policy is to simply state yourlease and explain the grounds on which 
,„u are refusing to adjust his complaint. It is also a very poor 
policy topretend great surprise over the complaint. Avoid taunts 
like “In our thirty years of experience of dealing with all kinds 
of customers this is the first time that some one has compla¬ 
ined of...” 

The aim of an adjustment letter should be threefold: (a) it 
should try to make the complainant believe that he is being fairly 
treated, (b) it should try to re-establish the confidence of the 
complainant in the goods, products or services of the sender, (c) 
it must regain his goodwill. 
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Types of Adjustment 

(i) Complainant at Fault. When the writer of the complaint is- 
at fault the claim is not granted. To soften the effect of the refusal 
the writer should explain his position fully before refusing to grant 
the claim. He should also try to appeal the sense of 'fair play’ ’ 
of the complainant and wherever possible should agree with the ’ 
statements or opinions expressed in the letter of complaint: 

“You certainly have a right to complain about'the rise in our 
commission rates. Indeed, we have received letters about this from 
other clients too. Unfortunately, we are compelled by circumsta¬ 
nces to take this step.” (explanation follows) 

„ (iU Complaint genuine: Where the complaint is genuine the 
complainant deserves, nothing less than a full and frank apology, 
with an assurance to meet the claim fully. The letter should make’ 
it clear that the claim is being granted not as a favour but because 
the claim is fully justified. The letter should also make an effort - 
to regain the confidence of the customer that may have been lost 
by an error or commission on the part of the writer: 

“We are indeed very greatful to you for having pointed out 

this negligence on our part. We have now made full correction 
of the defect you have so thoughtfully brought to our notice. . 
We hope that this slip on our part will not affect the l6ng 
and pleasant business relationship that we have enjoyed 
with you.” 

(iii) Third Party at Fault. When a third part is at fault this 
should be clearly pointed out in a friendly fashion. The letter 
should end with a promise to take up the matter with the third 
party or, where this is not possible, should suggest alternatives- 
to the complainant. 

“If the draft for Rs. 6,580 is not received by you within four 
days please let us know so that we can issue a duplicate draft 
after giving due warning to our branch office in Poona.” 

(iv) Fault tinder Investigation. When the fault has not been 
found out the letter should contain a conditional apology. If 
necessary, it should ask Tor the co-operation of the complainant 
in investigating the fault. It should end with an assurance that 
after inquiries have been made the claim of the complainant will 
be promptly attended to : 

“If the clerk in question has behaved in the unseemly manner 
you describe then we offer you our most sincere apologies. 

I have taken up the matter with the branch manager who- 
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has requested me to ask you to help him by identifying the 
clerk when you next call at our office.” 

(v) Fault Divided. Sometimes the fault may be such that part 
,. 0 f the blame can attach to the complainant and part to the writer. 
"This should be explained clearly and tactfully. The writer should 
suggest the adjustment that he is prepared to make and explain 
•why he cannot meet 'the claim in full. 

’Bow to Adjust : 

How the seller can adjust or meet a claim is not, strictly 
speaking, a part of commercial correspondence but the student 
should know the different ways as he may have to mention this 
in his letter of adjustment. The claim can be met by (a) Paying 
back the whole or part of the amount, (b) Reducing the price, 
\c) Giving extra discount, (d) Giving substitute goods, (e) Giving 
• some extra service or repairing the damaged goods. 

i-Reply to Complaint of Damaged Goods. 

THE EXPORTING CORPORATION 
Shipping Street, 

Hongkong 

21st August, 1983 

The Famous Trading Co. 

■'Sattar Street, 

Bombay 400004. 

Dear Sirs, 

Subj,' Your Order No. IM/6543 for plasticware 
We are sorry that the consignment of plasticware reached you 
is such a damaged condition. On our side we had packed the 
goods with the-'greatest care and the only conclusion that we can 
, arrive at is that the goods must have been handled very badly on 
board the ship. We have taken up the matter with the insurance 
v-company and must request you to hold the damaged goods at 
,our disposal-till the matter has been settled with the insurers. We 
shall give you*, credit for the ten sets which’'are in an unsaleable 
..condition. 

We have already despatched ten other sets to replace the 
. damaged ones aboard the SS Hiroshima and the sets should reach 
-.'you-in the first* week of September. 

Yours faithfully, I 
The Exporting Corporation 
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IReply to Complaint of Quantity Shortage 
THE SANDAL WOQDERS 
3, Palace Street, 

Mysore 

14th September, 1983 

'The Proprietor, 

The Fragrant Shop, 

•Causeway 1, 

^Bombay 400 005, 

'.Dear Sir, 

We were distressed that you should have been put to such 
•inconvenience by an error on the part of our packing department. 
•Our checking system is usually efficient but sometimes a human 
• error does creep in. Thank you for pointing it out to us; we shall 
be more careful in future lest our negligence be misunderstood by 
dess generous customers. 

We greatly appreciate your re-expression of confidence in us 
in the form of a further order. We have sent the sandalwood 
articles mentioned in your Order No. 975 along with the seven 
sandalwood caskets. 

Yours faithfully, 
The Sandalwooders. 

[Reply to Complaint of Bad Execution of Order ' 

FAMOUS BOOK DEPOT 
7, Lajpatrai Marg, 

New Delhi 

22nd October, 1983 

’Prof. T. M* Kutty, 

'78, .Shivsagar Road, 

Matunga, Bombay-400 016 
'Dear Professor, 

You are quite|right.. We certainly don’t expect you to pay 
•for the unwanted and damaged copies. 

Immediately upon receipt of your letter we made the most 
•searching inquiries. We are indeed fortunate that'the error of 
mixing up labels has taken place in the case of an understanding 
■ old customer who has taken a generous view of our error. 

Our Bombay representative will call on you and collect the 
unwanted copies and as usual you can send us your cheque for 
the remaining books. To make part reparation for the inconve** 
221/B.C. 
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nience we have instructed our Bombay representative to present 
you with two of our latest publications on the History of Criticism. 
We are sure these will interest you. 

Very truly yours,, 
T. M. Cartel 
Manager.- 

Reply to Complaint of Inferior Quality Goods 

THE QUALITY TEXTILE MILLS 
Mills Street, 

Ahmedabad 

12th September, 19b3' 

The Proprietor, 

The Retail Cloth Shop, 

Linking Road, 

Bandra, 

Bombay-400 050. 

Dear Sir, 

Re t Your Complaint dated 9th September, 1983- 
I am very sorry about the inconvenience that has been caused' 
to you and your customers by the material that we sent you. The 
sample that you so thoughtfully enclosed clearly shows that the- 
wrong variety of cloth has been sent to you. As you point out,, 
it is loosely woven and easily pulled out of shape. 

I have already dispatched our usual high quality material to- 
you. Next week the rejected material will be collected from your 
shop. Assuring you of prompt attention at all times, IJremain, 

• Yours faithfully,. 
Manager. 

Reply to Complaint of Defective Goods 

THE LINOLEUM MART 
Bombay-400007' 

9th September, 1983,. 

Messrs Prabhu &. Pai, 

5, Hamam Street, 

Bombay-400 001 
Dear Sirs, 

I regret that a misunderstanding should have Been the cause 
of so much inconvenience to you. 

Immediately upon receipt of your complaint, L demanded arx* 
explanation from the salesman in question. He,, however, expla-*- 
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ined to me that he had informed you that we had no stocks of 
the particular shade of blue you had chosen. It is quite possible, 
that he did not explain this properly. When you asked for the 
same shade to be sent to you it was presumed that you would 
have no objection to receiving the piece in the showroom. 

As desired by you I am returning, by a crossed cheque, the 
amount that you have paid. We are likely to receive a stock of 
linoleum next week. I shall inform you as soon as it arrives and 
shall look forward to receiving your order again, 

Yours faithfully, 
Manager. 

Reply to Complaint of Poor Services Rendered 
IDEAL FURNITURE MART 
5, Wood Lane, 

Bangalore. 

12th May, 1983. 

The Manager, 

The Excellent Bank Ltd., 

5, Museum Road, 

Bangalore. ’ 

Dear Sir, 

Thank you for your letter of complaint dated 10th May, 1983. 

I have sent my assistant along with some workmen to give a 
proper finishing and coat of polish to the desk-cum-counter. 

I am sorry for the sense of dissatisfaction you have been made 
to feel. I shall appreciate it if you will write to me again in 
case you feel dissatisfied with the second visit of my workmen. 

Yours faithfully, 
Proprietor. 

Reply to Complaint to a Bank 

THE BRIGHT BANK LTD. 

Light Street, 

Bombay-400 002. 

14th May, 1983. 

Dear Dr. Suri, 

Ref: Your letter dated the 11th May. 

I must thank you for writing to me personally and sending 
a copy of the letter to our Jullunder branch. Your annoyance is 
quite justified if the clerk in question has been behaving in the 
unseemly manner you describe. There is no undue pressure of 
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work at the Jullunder branch and, therefore, there is no justifica¬ 
tion for delaying the return of your passbook. 

Immediately upon receipt of your letter I wrote to our Agent 
at the Jullunder branch. I expect to hear from him next week. 

I regret to note that you have been compelled to take the 
drastic step of closing your account with us. I have instructed 
the Agent to be of immediate help to you in this or any another 
matter. 

Yours faithfully, 
Chairman. 

Dr. P.R. Suri, 

7, Kashmiri Street, 

Jullunder 

Punjab. 

Letter offering partial adjustment. 

THE FITKIT CO. LTD. 

7, College Street, 

Calcutta 73. 

7th August, 1983, 

The Proprietor, 

Bombay Cycle Mart, 

7, Princess Street, 

Bombay 3. 

Der Sir, 

We learn with regret from your letter of the 3rd August that 
two of the Fitkit Cycles for reducing that we sent you by rail 
on the 10th July were received by you in a damaged condition. 
The cycles reached you on 15th July and as you failed to inform 
us of the damaged condition of the goods it is not possible for 
us to compensate you in full for the loss. When claims are made 
within seven days we are able to make a counter claim with the 
railway authorities who are clearly liable as the goods were 
damaged in transit. This has been clearly stated in our invoice. 

Though we are not in a position to replace the goods in full 
we would like to make an adjustment on the bill to cover part 
of the cost of repairs. Please send us the bills for necessary 
adjustment. In future we hope you will extend your co-operation 
to us by making your claims in time, 

Yours faithfully, 
Manager. 
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Reply containing refusal to adjust 

THE BOMBAY CLOTH DEPOT 
Colaba Causway, 

Bombay-400 002. 

. 9th May, 1983 

Mr. H. k, Singey, 

Stingy Cottage, 

Broadway, 

Bombay-400 002. 

Dear Sir, 

I have received your letter and the 10 metres of cloth that 
you have returned by hand-delivery. 

I have examined the cloth and found that it is indeed frayed 
in places as you have mentioned in your letter. I would, however, 
bring to your notice that the cloth is labelled “seconds” and 
that you have purchased it from the “seconds counter” on the 
ground floor of the Depot. As you are well aware goods sold in 
“seconds” are priced lower for the precise reason that they may 
have some haws. I regret to have to inform you that since the 
goods were of “seconds” quality and purchased by you with that 
knowledge it is not possible for us to take back the cloth and 
refund the money as requested by you. 

Yours faithfully, 
Proprietor. 

Another Refusal to adjust 

THE MUSIC MAKERS LTD. 

Record Street, 

Bombay-2. 

8 th April, 1983 

Mr. K. P. Swaroop, 

Nirmala Niketan, 

Yoga Street, Bombay-3 

Dear Sir, 

I have received your letter stating that the stereo player that 
you bought from us last week is a disappointment and that the 
two amplifiers are not playing properly. You would like to have 
the amplifiers replaced under our two year guarantee. 

In the normal course there would have been no problem in 
meeting with your demand but I am experiencing certain difiicul- 
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ties in meeting your claim. On inquiry I find that you have pur¬ 
chased a HMV player but instead of talcing two HMV amplifiers 
you insisted on buying two Xepro amplifiers at a slight ) 11 ^ er 
cost on account of their attractive appearance. At that time Mr. 
Desai, our salesman, had pointed out to you that there might be 
some difficulty in adjusting the two different sets and that it would 
not be possible to cover the purchase with a guarantee as the 
two companies were different. 

Much as it is against our policy to disappoint customers I 
do not find it possible to meet with your demand to replace the 
speakers, which may have been greatly damaged. The least I can 
offer you is the services of our mechanic free of charge to make 
any minor repairs that maybe necessary. I he mechanic will call 
at your residence on Sunday morning. 

Yours cordially, 
Manager 

REVIEW QUESTIONS 

1. Draft suitable and polite replies to the letters of complaint given at the end 
of Chapter 11. 

2. Write a tactful reply to Mr. Gehison who claims that the “Do-it-yourself” 
kit that you sent him was received in a damaged condition. 

3. Messrs Goni and Hona complain to Totwol Manufacturers that the woollen 
shawls received from the latter are of interior quality and have, therefore, 
been returned at the supplier’s cost, They also ask for immediate replace¬ 
ments within three days and state that they may have to cancel the order 
if this is not done. Draft a suitable reply. 

4. Write a reply to an old and valued customer who has complained of a 
mistake in the Account submitted by you. Point out that there is no mistake 
as the facility of 3 p.c. discount is only given by you to customers who 
■settle their bills within seven days. 

5. What are the different adjustment policies adopted by companies? Which 
one do you prefer and why ? 

■6. Why do good businessmen welcome complaints ? How do they set about 
adjusting them ? 

7. What precaution should a businessman take while replying to a letter of 
complaint? What should be the tone of the reply ? 

8. “A tactfully written letter of complaint will alone bring a proper adjustment,'' 
Discuss. 

9. Define the adjustment policy that should be followed in handling unfair and 
unjustified claims. 

10. What is the main purpose of a letter of adjustment ? How should it be 

written ■ 
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'll. What are the different adjustment policies? Which policy would you like to 
adopt? Why? (B.U., 3978) 

T2. What are ..your views on adopting the attitude that the customer is always 
right? (B.U., June 1979) 

13, Messrs Prabhu Das & Co, Pune have complained to you that they have 
received your last consignment in a badly damaged condition on account 
of loose packing. On behalf of Lokmanya Glassworks Ltd., Bombay, write 
a reply suitably adjusting their claim. (B.U., S.Y.B.A, April 1982) 

*34. Mr. XY Braineater, Thane, has complained to you about the inferior quality 
of goods purchased from your department stores. On investigation, you 
have found that the cause of his complaint is just psychological. Draft a 
■tactful reply. (B. U„ S.Y.B.A May 1982) 











THE COLLECTION SERIES’ 


The granting of credit is regarded by many businessmen as a 
necessary evil. Necessary because without credit the wheels of 
commerce would not move smoothly; evil, because creditors are 
often slow in making payments and some prefer not to pay at all. 
Credit and collection are so important a part of business that' 
many large organisations have a separate department—Credit 
Collection Department—for this purpose. This department is usually 
placed under the direction of a shrewd and experienced head who 
will be able to collect the debts of the company effectively. Every 
successful business house has a good collection record and to' 
maintain this record the collection policy must have three aims or 
objectives in view (i) collect the full amount, (ii) keep the* 
cost of collection as low as possible, and (iii) collect the amount 
but keep the customer (i.e. do not lose his goodwill). 

The usual methods of collecting outstanding amounts are 
(a) By making telephone calls. This is possible only where the par* 
ties are available on the telephone and the relations are cordial 
enough for oral and personal messages over the line, ( b) By send¬ 
ing telegrams. This method has the advantage of receiving imme¬ 
diate attention. The message could, however, get distorted, (c) 
By sending form letters. Form letters are impersonal and not likely 
to receive much attention. Printed notices too might be ignored. 
(d) Personal visits. This method involves employing bill-collec¬ 
tors who will personally call on the debtor and if possible re¬ 
cover the outstanding amount on the spot. This method is quite 
popular in India. ( e) By sending Bills of Exchange. If after repeated 
efforts the debtor does not pay, the creditor can draw a Bill of 
Exchange on him payable on sight through a banker. (/) By 
requesting Trade Protection Societies to intervene. Such societies 
have not yet been formed in India, but where they exist they 
help their members (and even non-members for a special fee)' 
to recover debts, (g) By sending a series of letters and reminders . 
These letters are known as the Collection Series or Dunning.'. 
Letters and are the subject-matter of this chapter. (A “Dun” is 
a special Notice sent to a debtor). 

Stages of Collection 

There are different types of debtors and it has been found 
that different debtors pay up at different stages. This is why it is. 


The Collection Series 


329 


necessary for the credit man to send collection letters in “series”. 
Some pay as soon as the first reminder is sent. Others may hold 
on longer and still others will not pay till they receive a legal 
notice. The six stages of the collection process are given below. 
L The first stage is sending the Bill or Statement. The Bill,. 
Invoice or Statement of outstanding amount is sent with a< 
brief and courteous letter requesting settlement. 

2. The second stage is sending a Reminder. The reminder should- 
be polite but firm and ask for payment within definite period, 
of time. 

3. The third stage is trying to make the customer respond. The 
idea is that it is better to get some sort of written response. 
Either the customer should say that he is not satisfied or 
give the reason why he is not paying. This gives the company 
some legal footing. 

4. . The fourth stage is Request and Mild Threat. This letter should' 

make an appeal to settle the account in his own interest as 
his refusal to do so might involve unpleasant consequences 
for both parties. This letter could also suggest arriving at 
some settlement for payment in case the debtor is in financial' 
difficulties. 

5. The fifth stage is the Final Warning. This letter is very firm 
in tone. It can contain a final appeal for co-operation and 1 
should give the debtor a very short period (say 48 hours) 
in which to pay or he should be told that the matter will 1 
be handed over to the company’s lawyers or legal department. 

6 . The sixth stage is serving a legal notice through a lawyer or: 
drawing a bill of exchange. 

HOW TO COLLECT PAINLESSLY 
Give the defaulter the benefit of the doubt 

In the earlier letter you should suggest that money has not 
been paid because the debtor has forgotten or overlooked the' 
bill. Send a duplicate bill. 

Use Humour 

Laughter sometimes makes the cheques come faster. You can 
ask the debtor for the name of some good lawyer and then add: 
“The name is urgently requited by us as we plan to sue some 
late-paying debtors”. You could also try attaching pins or fishing 
hooks to the letter while slyly suggesting that the pin will be' 
required to attach the cheque or the hook will be requited tc 
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-■fish out the , cheque. Such tricks should only be tried if the 
-customer is-sufficiently well known and the letter-writer knows 
that he will' “take the (joke” and not feel humiliated or insulted, 

"Dissatisfied Debtor 

"Instead of blaming the debtor try to take the blame on 
■yourself. Suggest in the letter that the default is due to the 
■debtor being dissatisfied with the quality of goods or services 
-provided. Urge him to express his dissatisfaction if any. 

•Use Appeals 

(a) Appeals for co-operation. Treat the debtor as an equal 
and not as one fin your obligation. Ask him to be helpful, (b) 
.Appeal to his sense ©f fairness. Suggest that just as he would 
not like to be paid late he should also not pay late himself. 
This is ‘fair ■ to the creditor whose other customers pay him in 
(time, (c) Appeal to self-interest. Show that it is in the interest 
■of the debtor to pay promptly as otherwise he is spoiling his 
name in the market, (d) Appeal to fear. This is almost a threat 
in the sense that you make the debtor fear spoiling his name or 
“facing legal action. 

'Make Attractive Offers 

Ask if the debtor is in financial difficulties and offer to convert 
■the outstanding amount into a loan or offer to forego a small 
amount‘for immediate settlement of the bill. If the debtor deals 
in goods Which you may want to buy, offer to buy some and 
adjust the outstanding amount. An offer could also be made to 
•permit the outstanding amount to be paid in small instalments, 

r Use Stunt 'Letters 

A stunt letter uses a trick to make the customer to reply or 
-to pay up. A commonly used stunt is to make a demand for a 
■much larger sum than the debtor owes. The debtor Will be 
-caught unawares and will immediately rush to protest that the 
amount owed .by him is far less and might even enclose a cheque 
“for the correct amount. Even if the cheque is not enclosed, once 
(the reply is received further steps can be taken, 

‘Some Persuasive Sentences 

“Your account is now 40 days overdue, Why not drop in at 
our office and discuss the matter i We shall be able to find a 
way out . 

“Before getting your credit we satisfied ourselves that you were 
,a good credit risk 
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“If some unexpected burden prevents you from meeting the 

enclosed account we may reach a compromise if you call . 

“Could it be that the decline in your purchases from us has 
been caused by your inability to meet the present arrears on 
your account, If this is the case let us meet and discuss ways 
and means to reduce these arrears . ” 

Threats and Warnings 

A tougher line will have to be adopted by the creditor if 
■all reminders and requests fail to produce a response. The debtor 
•will now have to be threatened with legal action and he will be 
msked to .regard the lettter as a final warning 

“We have decided to take legal action unless the enclosed 

statement for Rs. 14M0 is settled within the next seven days . 

“Unless the enclosed account is met within seven days we shall 

be reluctantly forced to refer the matter to our solicitors .. 

“You have chosen to ignore the arrears on your account. This 
leaves us with no choice but to place the matter in the hands 
of our collecting agency at the end of this week , Please, there¬ 
fore send us your cheque for Rs, 35,008 immediately, 

“Your account will soon reach a stage when it will automatically 
pass out of our control. We have done our best, it is now 
/ for you to act,..,.!' 

Collection Letter 

THE MODERN TRADING CO. 

7, Maxwell Street, 

Bombay ~1. 

6th March, 1983* 

Mr, P.M. Dias, 

: 5, Fort Street, 

Bombay-2 

'Dear Sir, 

You have always settled your account with us promptly. 
There must be some good reason why you have not yet settled 
■ our last bill for Rs. 589/-. Have we made a mistake in the bill ? 
Are you in need of time to settle your financial obligations ? 
’Whatever your problem, please remember, we are on your side. 

> ■ If you step by at our office or phone me at 76543 we can 
.discuss your problem and you can help us to write PAID against 
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your name. I shall be expecting to hear from you within this 
week. 

Yours faithfully^ 
Manager. 

Giving the Defaulter the Benefit of the Doubt 

THE BUCKMAKER CO. LTD., j 

Sorted Street, j 

Montown '■ 

8 th July, 1983.- j 

Messrs Slowpayer & Sons. 

Credit Street, , 

Montown. 

Dear Sirs, I 

! 

The enclosed account has probably escaped your attention,. 

We would, however, greatly appreciate receiving your cheque by 
return post. j; 

OR 

We hope to interest you in the new goods we are marketing: j; 

and are confident of receiving your order. Would you please- 
attach your cheque for last month’s purchase ? Its receipt wilt 
greatly facilitate the completion of your future orders. r 

Very truly yours, 
Buckmaker Co, Ltd.. 

Letter—Dissatisfied Debtor 

THE BUCKMAKER CO. LTD. 

Sorted Street, 

Montown. 

8 th July, 19831 [ 

Messrs Slowpayer Sc Sons 

Credit Street, j 

Montown. 

Dear Sirs, 

We executed your order for 500 Sixple machines with pro¬ 
mptness. We have not yet received your cheque for this though | 

we sent our Statement as early as the 2nd of June and a reminder L 

with a duplicate statement on the 18th of June. 

Could it be that you are in some way dissatisfied with the 
quality of the goods or with the packing ? We are eager to retain 
you as a regular customer and shall greatly appreciate investing.’ 
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•any complaint you may have. Meanwhile could you favour us 
■with your cheque for Rs. 3,750 within the next three days ? 

Cordially yours, 
Buckmaker Co. Ltd. 

A Tactful Letter of Collection 

THE BUCKMAKER CO. LTD., 

Sorted Street, 

Montown. 

18th July, 1983. 

Messrs Slowpayer &. Sons, 

'Credit Street, 

Montown. 

Dear Sirs, 

It has puzzled us to find that you have neither replied to our 
earlier letters nor to our last one dated 8 th July, 1983, inquiring 
if you were dissatisfied with goods or the mode of packing them. 

We are left with no alternative but to conclude that some 
financial commitments elsewhere prevent you from settling our 
bill at present. We are quite willing, under the circumstances, 
'to accept instalment payments from you provided the entire 
amount is settled within three months. Please send us your 
•cheque for the first convenient instalment by return of post. 

Yours faithfully, 

• Buckmaker Co. Ltd. 

Offer of Help 

THE RICHGOOD CO, LTD 
4, Loaning Street, 

Bombay- 6 . 

10th December, 1983 

Mr, K, Armighty, 

B, Parta Lane, 

Bompay-23 
Dear Sir, 

It has been brought to my notice by the Credit and Collection 
Department that an amount of Rs. 15,000 which was to be paid 
by you before 15th October still remains outstanding against you, 
'You have not acknowledged receipt of many letters and remin¬ 
ders sent out by the Collection Department. 

, No doubt circumstances beyond your control must have caused 
tthis delinquency. I would greatly appreciate it if you would let 
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me know your difficulties so that I can suggest some method of 
helping you to liquidate your indebteness. From long experience 
in business I am in a position to suggest possible ways of over, 
coming difficulties in which our customers are often involved. 
Please favour me with your prompt reply. 

Very truly yours,. 
Director 

Using Humour in a Stunt Letter 

THE LOANER CO. LTD., 

7, High Street, 

Bombay-3 

7th January, 1983.. 

Mr. K, Latepayer, 

8, Hamam Street, 

Bombay-1. 

Dear Sir, 

You have been much in my thought recently. Fishing, the* 
other day at Powai Lake, I wistfully thought how nice if I had a 
very very special type of fishing rod which would reach from my 
office to yours. I badly need such a rod to fish out that very 
elusive cheque of Rs. 7,500/- which you have drawn up and kept 
ready for me but which you daily forget to post. 

Yesterday I saw “The Invisible Man” on the T.V. and once 
against my thoughts strayed to you. How wonderful if I could.' 
turn invisible for a short time, sneak into your office and slip 
away with my much needed and long awaited cheque, Do please 
do me the favour of looking out for this special fishing rod 
for me or if you find the chemicals to become invisible do let 
me know-but better still, why not send me the cheque by return 
mail?. 

Yours cordially, 
K. M. Potti 
Manager. 

Collection Letter—Using Humour 

THE GOLFA1D CO. LTD. 

8, Pali Hill, 

Bombay-5. 

11th May, 1983 ; 

Dear Mr. Kartik, 

We all love suspense in a movie or in a novel. But who 
wants suspense in book-keeping ? Certainly, not this company. 
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It is now three months since we delivered the- plasticware 
ordered by you. We had sene you our bill on 19th March andl 
a reminder with a duplicate bill last month. Till this moment 
we have not received your cheque. 

In case our previous two bills have been-used in.your office- 
as bookmarks or for scribbling calculations at the back, we are- 
sending you yet another one. Do please treat this one with care. 
And send us your cheque immediately as the suspense is killing;; 
our accountant, 

Yours truly.- 
Manager- 

Mr. K. T. Kartik 
Proprietor, 

Swastik Stores, 

Bombay 4. 

Appeal to self-interest and {airplay 

THE MODERN CONSTRUCTION CO. 

7, Going Street, 

Bombay-1. 

19th February, 1983’ 

Mr. G. M. .Hosing 
6, Fleet Street, 

Bombay-2. 

Dear Sir, 

According to the statement we are enclosing with this letter 
you owe us Rs, 21,000 and this amount has been deft* unpaid for 
four months. : 

Your personal success has won you a good name in The 
. business and social world as a fair and honest man. We want- 
you to maintain'that reputation. Don’t you-want to keep up your 
excellent credit standing with our company by sending us your 
cheque today ? 

’ If we give you more time it would not really be fair to our 
other customers who are, after all,, your friends and neighbours 
in the business world, We request you to make use of the enve¬ 
lope we are enclosing so that it does not become necessary for 
us to take the unpleasant step of handing over your account to- 
our lawyers for collection. 

Very truly yours,. 
Manager. 



I 
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The Final Letter 

THE BUCKMAKER CO. LTD. 

Sorted Street 
Montown. 

25th July, 1983 

'Messrs Slowpayer & Sons 
Credit Street, 

Montown, 

, Dear Sirs, 

We have been courteously reminding you of the Rs. 3,750/- 
that you owe us for the last two months. You have not bothered 
either to settle the account or to reply to our letters. We cannot 
be patient any longer and have handed over your account to our 
■ solicitors Messers Pru &Dru, for collection. We have however 
instructed them to wait for six days before issuing legal notice. 

We hope you will make the best of this opportunity and save 
. both of us from unpleasant and expensive legal action. 

Yours faithfully, 

■ Buckmaker Co. Ltd. 

REVIEW QUESTIONS 

'll, Messrs Prabhu & Pai owe you Rs. 5,980/- for services rendered. Write a 
letter to them 

(a) when the amount is one month overdue; 

(b) when it is two months overdue; 

(c) when it is three months overdue. 

;■ 2. Your old customer Mr. Dighe is in arrears to you for some months. Write 
a tactful letter suggesting payment by instalments if he is in financial 
difficulties. 

3. Messrs. Kooka and Sons, Poona have not paid a balance of Rs, 6000/- in 
spite of your repeated letters. Appeal to their credit reputation and urge 
them to honour their obligation within 15 days. 

. 4. “Collection Letters should be regularly sent—but they are not routine” 
Discuss. 

5, Mention some of the appeals that could be made in collection letters to 
induce debtors to settle their accounts. 

6. “Collect the account and keep the Customer.” How can this be done ? 

j. "The tone of the collection series must be firm but not insulting in order 
T to achieve results.”—Discuss. 

8. What should be the objectives of the collection series? 

9. Draft a letter appealing to the self-interest and sense of fairphy of a credit 

customer who has neither settled your past due account nor replied to any 
of your reminders. (B.U., June 1978) 

30. Comment on the statement "Collect the dues but keep the customer.’’ 

(B.U., June 1979) 
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41. Discuss briefly how the collection series is aimed at achieving the twin 
objectives of collecting the account and keeping the customer. 

(B.U., May 1980) 

,12. Explain why it becomes necessary for the credit man to send letters in a 
series requesting payment. (B.U., Dec. 1980) 

:13. Prabhat Trade Services bought type-writers and other office equipment from 
Olympia Business Machine Ltd., on part payment of Rs. 20;000/-, The 
balance of Rs. 25,000 has not been paid in spite of reminders and appeals 
tor payment. Draft a letter to bo sent to Prabhat Trade Services by Olympia 
Business Machine Lid. asking them to make the payment within ten days. 

(B.U., April 1981) 

14. Explain how you would tackle different types of debtors during your collec¬ 
tion campaign. (B.U., F.Y.B.Com. April 1982) 

.15. Messrs, Ambalal & Co, Ahmedabad have sent you a smaller amount then 
is due to you, with a request to accept it in full and final settlement of 
your claim. Write a reply turning down their request and making a counter¬ 
proposal rendering it easy for them to pay the full amount. 

(B.U., F.Y.B.Com, April 1982> 
'J6. "In all cases of outstanding debt, firmness and understanding must be 
combined with an appeal to reason.” Discuss the statement with reference 
to collection letters. (B.U., S.Y.B.A, Nov. 1980) 

,37. Mr. N.R, Non-payer has not paid your account despite three reminders. 
Write the final letter inducing him to pay the dues or to face legal action, 

(B.U., S.Y.B.A. Nov. 198 q) 
"18. What is meant by a collection campaign? What purpose does it serve? 

How? (B.U., S.Y.B.A. April 1981) 

-19. What are the different collection methods ? Which is the most suitable one? 

Why ? (B.U., S.Y.B.A. May 1982) 

. 20. Messrs Gupta Killa Ruia Brothers, Jaipur, have proposed to pay you the 
long overdue amount of Rs. 5000/-in five monthly instalments. Write a 
reply stating your reasons for not accepting their proposal. Make a suitable 
counter proposal. (B.U., S.Y.B.A. May 1983) 


:22/B.C. 










A Sales Letter, as the the name suggests, is a letter that 
attempts to sell something. A circular is a printed or duplicated 
letter, of which several copies are made and sent out. It is used 
when the same message has to be given to several people and 
individual letter-writing becomes tedious and time-consuming. A 
Sales Letter is somttimes sent out in circular form. 

Since a Sales Letter is a letter to sell something it has often, 
been compared to a salesman. Though a sales letter cannot possess 
the personal touch that a salesman has, it has several other dis¬ 
tinct advantages over its human counterpart. It is less expensive 
than the salesman. It reaches the client however busy he may be, 
while a salesman has to repeatedly and sometimes unsuccessfully 
request interviews. (Whether the prospective customer will read 
the letter, after receiving it will, of course, depend upon the 
drafting and tone of the letter). In a personal interview the sales¬ 
man may not be able to present persuasive arguments if the- 
prospective arguments is nasty and interruptive. The sales letter 
if fully read, has an advantage in this respect. 

The Sales Letters has lost some of its importance with the 
advent of the radio, cinema and television, but it is still a very- 
popular form of advertising for. its appeal is focussed and directed 1 
at a particular section of society and is not wasted over a large 
but disinterested public. A manufacturer of medical goods will 
waste his money by advertising over the radio, but a few hundred 
letters sent to persons whose names appear in the medical direc¬ 
tory will fetch far better results at a much lower cost. 

The Sales Letters can be used to develop far-flung areas into 
potential sales territories and as they are sent out to a definite 
number of persons the result of the sending of the letter can be 
, accurately tested. In addition, the Sales letter has the singular 
advantage that when it is being read there are no other items 
, competing with it as when a person reads a newspaper or maga¬ 
zine and has his attention diverted by several advertisements on 
. the same or the next page and also the news reports themselves. 
The Sales Letter is also a more personal message, and, as it does 
. not have to compete with other items (as in a magazine advcr- 
. tisement), it can concentrate on the product or service without 
j,bothering about eye-catching pictures or entertainment.. 
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The importance of the study of Sales Letters is very great 
for the student of commerce as the modern trend is to sales- 
orient all correspondence, A shrewd businessman will sales-orient 
his correspondence dealing with even unimaginative topics like 
the placing of orders, making status inquiries or sending reminder 
letters. The basic principle behind every successful Sales Letter 
is an effective use of the ‘You’ attitude. By using the ‘You’ alti¬ 
tude in all letters they become sales-oriented. As indicated in 
an earlier chapter the ‘You’ attitude consists not only ir* us ing 
the word ‘You’ as often as possible but also in viewing things 
from the point of view of the reader. 

Drafting the Sales Letter 

Since sending a Sales Letter is a form of advertising, the time 
honoured formula : AIDA (Attention, Interest; Desire, Action), 
can be used to produce favourable results. Another variation on 
the same theme is the Star-Chain-Hook ^method advocated by 
American writers. The star is a bright beginning to attract atten¬ 
tion. The. Cham links the star to the Hook by producing desire 
and a conviction of the merits of the goods or services, while 
the Hook motivates action and tries to ‘hook’ the prospect into 
buying the advertised goods. 

Attention 

In attracting attention th,e beginning and the end of a Sales 
Letter are very important,, The success of a Sales Letter often 
depends upon the effectiveness of the opening and closing para¬ 
graphs. Most text-book,s tell us that the first sentence should 
“get the reader’s interest”. This is slightly misleading as it focu¬ 
sses attention on the word interest rather than the word reader. 
A sales letter that -begins “Starving people win no victories” and 
continues in the,same way, may be very interesting but will pro¬ 
mote no sales if it is not related to the interest of the reader. 
Here are a few specimen beginnings for sales letters: 

1. “Have you considered giving your wife a hair-dryer as 
a Diwali gift ?” 

2. “If you want to save at least 20% on your electricity 
hills consider the following facts...,,” 

3. “I want to interest you in a profit-making venture.,.,,.” 

4. “Are you interested in your child’s future ?” 

5. “You will certainly be interested in one of the greatest 

advances in electronics.” 
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6. “Did you ever see a cheap watch or fountain-pen give 
better service than an expensive one? 

In the given abavethe awful rwlerwill 

■he repeated use of the word >«”• Tltrougnout the «la letter 
■he word you must be used as much as posable m order to 
sustain interest and play upon tile egotism of the reader 
\ Some other methods of attracting attention are given below : 

1. Dy asking question 

(a) '- Have you ever stopped to consider how many unneces- 

t's,ry miles you walk eacli day? 

(b) \Vnen did you have your last vacation ? 

2. By offering a bargains 

(a) You cu’n save Rs. 15 if you act now! 

(b) An unprecedented offer lasting for only seven days! 

(c) Special older to regular customers! 

3. By quoting figure 

(a) Last year over 60,000 housewives used. 

(b) Over 2)00,000 housewives can’t be wrong. 

(c) 11,500 satisfied customers prove. 

4» By the use of “If” 

(a) If you were Mother Hubbard.,,.. 

(b) ff you really want to enjoy shaving....... 

(c) If your washing day is a nightmare. 

5, By referring something topical 

(a) You may not be an astronaut but. 

(b) So you like a trip to the moon ? 

(c) When the civic strike began last week.... 

6, By using proverbs 

(a) Many hands make light work; so does Vanish stain 
remover. 

(b) A rolling stone gathers no moss and talking about moss 
did you know,........etc. 

7, By using a split beginning 

(a) Falling Hair ? Haggard looks? You can look young again 

by using....•<•> 

(b) In Bombay we all want water....... . . but not in our petrol 

tanks. 

A sales letter should never end with weak statements like 
m receive an early order” or “Trusting to get a favour- 
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able reply”. It is advisable in the concluding paragraph either to 
give details of the purchasing procedure or to ask for an appoint¬ 
ment for the company’s representative. 

Interest 

The next ingredient of a Sales Letter is Interest (Chain). In 
this part of the letter different appeals are made in order to inte¬ 
rest different types of customers. But whatever appeal is made it 
must cany conviction . Unless the prospective customer is convin¬ 
ced of the merits or qualities of the goods or services offered 
he will not be ‘hooked’ into buying them. The common set of 
appeals used by writers of Sales Letters are 

(a) Pride' of possession—people are status conscious and buy 
products not only for their utility but also to display' 
them and to show them to their neighbours and friends. 
In this class come expensive cars, fibre-glass cases, deco¬ 
rative and ornamental articles. 

(b) Vanity-people like to have things which their neighbours 
cannot possess. In this class come curios, made-to-order 
furniture and fittings. 

(c) Instinct to economise—this appeal is universal, everyone 
likes to get things a little cheaper or at a discount. 

(d) Save time—this appeal never fails with urban popula¬ 
tions, which have a variety of options in spending their 
saved time, 

(e) Health, comfort, cleanliness—with the spread of basic 
education people are more healthy and cleanliness cons¬ 
cious than they were in the past. An appeal to better 
health, cleanliness or comfort proves, therefore, to be 
effective. 

(f) Sex—this appeal is naturally more effective with teenagers 
and young people, though the number of elderly people 
trying to appear youthful are many and anything that 
gives them a chance to appear younger or more attractive 
to the opposite sex is likely to appeal to them, such as, 
Laird’s es,' perfumes with special ingredients or tonics 
guaranteed to make them feel young and get new life. 

(g) Fear—the desire to protect self and family is a natural 
instinct; this could be exploited by insurance men and 
bankers with savings schemes, This appeal could also 
take the form of an appeal to the desire to avoid trouble 
in the future. For example, TV manufacturers enter in- 
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to yearly contracts with their customers after the guar¬ 
antee period is over and undertake to carry out all 
repairs for a feed yearly charge. 

(h) Getting something free—this is an appeal that seldom 
fails as everyone loves to get some thing for nothing. It 
usually takes the form of offering utility items free to 
those who buy a particular product. Thus scrubbers are 
offered free with cleaning powder and free spoons are 
' gifted with tea packets. 

(i) Facts and figures—to carry conviction the sales letter 
mentions facts and figures pertaining to the product. 
While this statistical appeal may be effective with edu¬ 
cated persons, care should be taken to see that they do 
not make the letter dull. 

(j) Testimonials—this appeal is based on the inborn nature 
of man to hero-worship. When you find your favourite 
film-star or cricketer using a hair-oil, perfume, soap or 
cough syrup you are tempted to go in for the same. 

The appeal should be carefully selected keeping in mind the 
nature of the goods or services advertised and the social position 
of the person to whom the Sales Letter is being sent. In selling 
luxury items like pianos, jewellery and costly cosmetics an appeal 
to the pride of possessions or the vanity of rich customer is 
most effective, While advertising soap or other necessities to 
lower and middle class consumers the dnstinct-to-economise 
appeal is likely to prove most effective. 

Desire 

Arousing desire is the next function of the sales letter. Some¬ 
times the reader has to be made aware of a need, for he has 
never considered it before. In arousing desire the writer should 
dwell at length upon the various advantages of the article or 
service recommended. For example, prospective customers who 
are 21 years old are not likely to consider the problems of old 
age which are so far away. A sales letter addressed to young 
people by an insurance company will, therefore, actually have to 
mention the problems and arouse a, desire to provide for the 
period after retirement, 

As pointed out earlier the arousing of interest and the crea¬ 
tion of desire will not result in a sale unless the appeals and 
arguments have carried conviction. Claims and statements made 
in the earlier part of the letter must be supported either by expert 


343 

opinion, expert testimony or the evidence of facts. The best con¬ 
viction is carried by enclosing samples— 

“We are sending you a free set of our different varieties of Tex 

fountain pens and bail-points .” 

Where the sending of samples is not possible, produce evi¬ 
dence— 

“For the last twenty years we have been in the repairing business 
now. We count among our clients such well known companies as.,.'” 
OR 

“Last year we exported - tons of _ to Japan. Our firm 

is mentioned in the International Trade Journal for its record 
performance J' 

.Action 

While motivating Action (Hook) 1 it helps to enclose prepaid 
•postcards and self-addressed and stamped envelopes with encou¬ 
raging words like— 

“You have everything to gain and nothing to lose by sending us 

the enclosed post card by return mail .” 

It should not, however, be forgotten that Action will be 
-motivated only if the previous part of the letter has been well 
drafted. Assuming it has been well drafted the Sales Letter could 
.end- 

{a) “Please come to our store within the next four days; after 
four days you will not be able to take advantage of this 
remarkable offer ” 

(/;) “Let us know the day and time that is convenient to you so 

that we can send our salesman with a few samples .” 

fc) “Don't delay in filling in the attached coupon.. .” 

(d) “But do hurry , we would hate you to miss this offer” 

(e) “This attractive offer is definitely open only for seven 

days .” 

The Purpose of a Sales Letter 

Not all Sales Letters attempt a direct sale of good or ser¬ 
vices. Many Sales Letters have the limited sales objective of 
obtaining a reply or inducing a prospective customer to visit the 
store. Sometimes a Sales Letter might be sent after the sale has 
Teen effected merely to retain the goodwill of the customer. As 
^the student should have an idea of the different purposes for which 
•sales letters are sent, a select list is given below ;. : 

(a) to effect a direct sale as in the case of a mail order 
business. ' 
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(b) to market a new product by arousing interest among, 
potential buyers; 

(c.) to obtain an inquiry; j 

(d) to build goodwill after, the transaction is over by stres- j: 

sing after-sales service; ' \ : 

(e) to prepare the ground for the visit of the salesman; 

(f) to arouse interest by announcing the result of a test or p 
survey; 

(g) to reach sales-resistant customers; 

(h) to educate the public about a new service or product; 

(i) to expand the market for an existing product by repea¬ 
ting its good points; !' 

(j) to arouse interest in the enterprise itself and Its plans> j 

and objectives as well as its future production plans. | 

Planning a Sales Letter ! 

There are six stages in planning a Sales Letter which the stu- 1; !. 

dent should note (i) getting full knowledge of the product, 
the raw material of which it is made, the manufacturing process f 
and the filial finished product, (ii) getting knowledge of the custo¬ 
mer, his social and finanical group, age, profession, (iii) getting 
knowledge of the products of rival concerns, (iv) stressing the | 
chief selling point of the product i.e. its low price, durability, 
guarantee" period, etc. (v) deciding on the “appeal” to be used,. 

(vi) substantiation of the claim made in the letter, if possible, with' 
samples, reports of tests and testimonials. 

The selection of the “appeal” that will effect the sale is* 
important. By appeal is meant the skill or plan by which the pro¬ 
spective customer can be made to buy the product. For example 
when a soap is offered for sale at a concessional rate if three 
cakes of soap are bought at the same time then the seller is using j 
the economy appeal. There are various types of appeals like (a) 

The appeal to pride of possession (b) The appeal to buy what l 
others are buying (c) The appeal of Economy (d) The appeal to 
buy superior and lasting products (e) The Emotional appeal to 
beauty, sense of smelling, touching, joy, etc. (f) The Rational 
appeal to make the buyer consider the merits of the product 
and the benefits of buying it. | 

The Follow-up Sales Letter 

Consumer resistance is often broken down not by a single- 
Sales Letter but by sending a series of such letters at periodic 
intervals. The timing of such letters should be very carefully 
programmed. They should not follow close upon each other's* 
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heels but should be so spaced out that they reach the consumer 
before the article is completely forgotten by him. It helps to- 
send such letters in the first week of a month, before the con¬ 
sumer has spent his entire pay packet. 

The Follow-up letters could be either very short ones (“ Please 
remember I repair typewriters at a very low cost”; “I deliver goods 
in time''; ‘7 can charge you less as I have my own truck'' 1 ) or they 
may be long enough to point out additional advantages of the 
goods or services advertised while reminding the reader of what 
was mentioned in earlier letters. Yet another way of breaking 
down sales resistance is by serialising the selling points in three 
or four stages in the form of letters which are sent out every week. 
It is also a common device to offer additional discount or a 
further concession in prices or charges with each follow-up letter— 

“Could it he that you have not ordered our Fixo-Set because 
you find our price rather high ? Here is a special concessional' 

offer if you . 

OR 

<( Some may find our fees for the course a bit stiff, We would 
like to Inform you of the special fee-concession programme we 
have for students.., .” 

THE SALES SERIES 

Sales letters, like Collection letters, can also be sent out in- 
series, The series should be carefully planned so that each letter 
of the series carries a different appeal. The last letter in the series 
could end by offering the prospective customer a special discount 
or concession. Diffent customers will respond to the. sales appeal 
at different stages and the sale can be expected to materialise. 
The most sales-resistant customers are likely to hold out till the 
end. Another method of serialising sales letters is by sending- 
one letter for each of the stages of selling—AIDA, 

Sales Letter of a Tourist Agency 

THE AJEX TRAVEL AGENCY 
Hill Road, 

Bandra, 

Bombay-400 050, 

14th November, 1984" 

Dr. P, M. Murty, 

5, Linking Road, 

Bandra, 

Bombay-400 050. 












.346 


Business Communication 


'Dear Sir, 

We are writing this letter to you because we know you are 
:a busy man. 

As a professional man of high standing every moment of 
■yours is valuable. It is not advisable for you, therefore, to expend 
ttime, and energy in planning a holiday trip. Yet a holiday is 
: absolutely necessary for you and your family. 

For a very nominal fee we are prepared to plan and arrange 
everything to the smallest detail. All you have to do is to give 
-us the place of your choice, the date on which you want to leave 
: and the period for which you wish to stay. We do all the bothe- 
-ring, you can do all the relaxing. 

As the hot season is fast approaching we would specially 
dike to recommend Matheran or Mt. Abu. At both these hill 
■stations we have our special representatives who will attend to 
,-all your needs. 

We will send our representative to you next week. We hope 
■you will grant him an interview. 

Yours very truly, 

■ The Ajex Travel Agency. 
Circular Sales Letter for an Office Device 

THE OFFICE DEVICE CO. LTD., 

Timesaver Street, 

Calcutta-3. 

9th October, 1984 

'The Excellent Metal Works Ltd. 

Metal Street, 

Calcutta-4. 

Dear Sirs, 

Would you like to save time and money by reducing the 
■full-time wofk of an employee in your concern ? 

We have just put on the market a new labour-saving device 
■which has already been ordered by several companies. 

In a large-scale organisation like yours, perhaps, hundreds of 
■cheques have to be sent out every month. You no doubt require 
the full-time service of a man for this. Our new Model X Che- 
.quewriter will do the work of this man in less than half the 
■time taken by him and certainly more efficiently and neatly. As 
the ink of the cheque-writer is embedded in paper it also reduces 
.chances of forgery and distortion of figures. This highly sophis* 
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treated device has several other advantages which are listed in 
■the enclosed catalogue. There are 3 models, in 3 sizes and all of 
them are very easy to manipulate. For added efficiency to your 
business organisation do book your order today. 

Yours faithfully, 

/ The Office Device Co. Ltd. 

'Sales Letter of a Retail Merchant 

THE SUNSHINE STORES 
East Street, 

Poona. 

11th August, 1984 

’.Dear Mr. &. Mrs. Mistry, 

I am glad that you have settled in Poona, You will find, I 
am sure, the climate wonderful, the people friendly and your 
surroundings pleasant. People who have settled in Poona do not 
•usually wish to move out again. 

Adding to the friendly nature of the town has been my 
little store, which was started by me in 1951.1 am not interested 
■in selling goods so much as in serving and pleasing my customers. 
’If you stroll down East Street some evening you must drop in at 
the store. I stock everything from A to Z and your visit is certain 
•to prove rewarding. Your family too will enjoy the visit, 

Very truly yours, 
Proprietor 

Xetter to sell Luxury Product 


EXCELLENT CARPET SHOWROOM 
P. 0. Box 568, Parel, 

Bombay-400 019. 

3rd June, 1984 


Dear Patrons, 

If you were looking for the finest and the most beautiful 
• carpets in the country, where would you go i 

Well, of course, that would depend on the kind of carpet 
you want. Suppose, however, that you were interested in a hundred 
per cent pure wool carpet-—a meticulously hand-made carpet, 
rich with intricate designs and marvellous colours, then your 
natural choice would be an OCM Carpet: because; The Oriental 
‘Carpet Manfacturers (India) Ltd. ate the biggest, the oldest, and 
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the most reputed manufacturers of all-wool, hand-made carpets* 
in the country. 

Having made this decision, the next step would be to actually 
take a look and see for yourself exactly how good these carpets are.. 

Remember, this is now the only and exclusive OCM CARPET 
showroom in Bombay. So come today, and see what a bright and 
beautiful difference on OCM carpet can make to your interior 
decor. Also on enquiry, our representatives shall be pleased to- 
call upon you. 

Very truly yours,. 
Manager 

Circular Sales Letter for a Book 

THE J.J. COLLEGE OF COMMERCE 
Publications Division 
Nanabhai Lane, 

Bombay-400 001. 

13th May, 198* 

The Manager, 

— -Bank, 

— -.'Branch, 

Dear Sir,, 

Nationalisation or not, banks still have to write letters. And ; 
there is no better way in which the officers and clerks of your; 
branch office can improve the tone and quality of Their letters 
than by reading “Manual of Bank Correspondence” by Prof. 
Aspi Doctor. 

Kept on your desk this handy volume will open the door to 
better banking opportunities. Written in simple lucid language it 
contains valuable chapters on customer correspondence, bank to- 
bank correspondence, departmental correspondence,, memoranda, 
circulars and report writing. 

Priced at rupees twenty per copy, this bookis the first prestige 
publication of our division. Only a few copies of the sixth edition 
remain unsold. To avoid disappointment book your copy today. 

Yours faithfully,. 
Director. 
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t/sales Letter sent out by a Book House 

THE NATIONAL BOOK HOUSE LTD. 

Publishers & Booksellers 
Shash Lane, 

Mahatma Gandhi Road, 

Bombay, India. 

7 th October/ 1983 

"Tel: 254321 
Telegraphic 
Address: “Natbook” 

Dear Sir/Madam, 

This hot weather will not last for ever. With the arrival of 
the monsoon it will not rain but pour. Surely you do not want 
to be sitting idle till the wet spell ends ? Why not provide for 
the rainy day by storing a few books and periodicals ? 

“Why read V ’ you may well ask. Well, that’s the only way 
you can keep up with die tempo of life in this competitive world. 
You want to be able to talk confidently about national and inter' 
national affairs, about what is being invented, voted, written, 
painted, about what is being discovered in medicine and science. 
You also want the news fully, concisely. 

We invite you to visit our shop and select such books and 
magazines as will satisfy your quest and desire. A select list of 
books and magazines is enclosed with this letter. But when you 
•visit us you can select more. 


Yours faithfully, 

j Manager 

yAales Letter offering Discount on Goods 

A TO Z CLOTH CENTRE 
Longcloth Lane, 

Crawford Market, 

Bombay. 

2nd October, 1984 

Dear Sir/Madam, 

“Couldn’t I enjoy Diwali without the headache of shopping ?” 
■you must have often asked yourself. 


This year we are placing before you an offer which will 
.-solve your new clothes problem at least. You will not dream of 
.entering another shop after we have told you that we offer a 
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special 20 to 30 per cent reduction in prices on all ready-made 1 
clothes that are purchased from us between the 8th and 30th 
of October. 

We stock a wide variety of saries, blouses, belbots, shirts,, 
trousers and elegantly designed childwear. For those interested in» 
not-too-expensive but up-to-date clothes a visit to our shop is> 
always a rewarding experience. 

Please remember the reduced prices are there only till the 
30rh October, 

Yours sincerely, 

A to Z Cloth Centre 

Letter to sell Tyres 

THE GRIPTIGHT TYRE CO., 

Wheeling Street, 

Bombay. 

6 th February, 1984 

Dear Motorist. 

You may like to risk your life:—but do you have the right 
to risk the lives of your children and other family members ?. 

You must know that worn out tyres cause more accidents' 
than any other car component. Police records show that most, 
accidents are caused by the driver losing control of his vehicle.. 
Don’t let this happen to you. 

There is good news for you: Griptight tyres are the result: 
of years of scientific research in our laboratories. They have 
been tested and tried at speeds exceeding 120 m. p. h. and found 
to be absolutely safe. They are the latest in rubber research and 
have superior design and excellent workmanship. Your car will, 
get a new look with Griptight tyres. 

Now is the time to act: We have only a limite stock of 
these tyres as the government has restricted our quota for sales- 
on account of our export promotion drive. On account of . the 
low price of Rs. 620/- per tyre there I is likely to. be a rush 
for them. 

Buy today or latest tomorrow. Don’t wait for that extra 
rubbing off on your old tyres. It could be dangerous, By buying 
Griptight tyres today you will be buying yourself protection. 

Serving you, 
Griptight Tyre Co. 

Sales Manager 
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Selling a Washing Machine v/ 

THE WASHWEL CO. LTD. 

Chlorine Street, 

Calcutta 7. 

7th May, 1984- 

Dear M r... t 

What will your mother-in-law say when- she sees her dau- 
ghter’s hands during her next visit ? Won’t she blame you for 
ruining her child s hands with all that alternate day washing ? 

Or worse, are you one of the unfortunate ones with a 
servant ? A servant who tears and rends your clothes and makes 
the fabric wear so thin that you have to buy another shirt or 
pair of trousers every now and then. 

In either case, the only solution to your problem is a 
Washwel Washing Machine. Put it in any corner of the house— 
it doesn’t need more than two feet of space either way-and 
plug it in. It works swiftly and silently for you and washes your 
clothes just the way you want them, It saves time, makes your 
clothes last longer and gives them a real clean look. It is eco¬ 
nomical on power consumption too—while it is on it needs 
just as much electricity as a 100 power bulb would need. 

Don’t hesitate any longer. Just think of how your wife will 1 ^ 
love you (and your mother-in-law bless you) for this gift.(Send us- 
the enclosed card (postage free) and our representative will visit 
you to demonstrate how the mini model works^) 

Yours sincerely,, 
Manager 

Sales letter to promote the Sales of Paper Saris 
A TO Z CLOTH CENTRE 
Longcloth Lane, 

Crawford Market, 

Bombay, 

7ch November, 1984 


Dear Madam, 

You have heard of being wrapped in celluloid; perhaps you' 
often talk of people being wrapped in cottonwool. But have you- 
dreamt of being wrapped in PAPER ? Well, that’s the latest. If 
you are wrapped in paper you are with the IN crowd. 

For sixty years we have kept abreast of the quick changing- 
fashions. We find 1 ourselves a bit-breathless but we always' 
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manage to land up first, And we have done it again with paper - I 

sar i s ! We are the only establishment that deliver the genuine, ; •:§ 

long lasting and durable stuff in Bombay. | 

Perhaps you are worried about those fearful moments when • 
the sari might tear like a paper-bag or get pulled hopelessly • 

'out of shape. Don’t fret about it The saris are called PAPER j: 

saris but they are not all paper. They are made by a special | 

plastic process that gives that very appearance of paper but are I 

really tougher and longer lasting than the average cloth saris. f 

Guaranteed fast colours, easily washable and soft-silk draping. | 

To promote the new product we offer a special 10 percent 
discount for every two saris bought. This special offer is open ! 
only for 20 days. i :: 

Yours sincerely, 

A to Z Cloth Centre ; 

letter to Sell a Typewriter 

THE TYPCARBON CO. 

Keys Street, 

Bombay-400 002 

9th March, 1983 | 

’Dear.. I 

I: 

Every letter you send out represents your company. A bad I 

• type writer, in which the letters go off the track, and in which j.;- 

the types are old-fashioned, spoils the image of your company ! 

outside. What you need is a Typcarbon machine with latest j 

square print or handwriting style of types. The types have }:. 

been specially manufactured under a patent agreement with the ! 

Typocasters Co. of Italy and are guaranteed not to get out of | 

alignment. 

Your letters will get that crisp modern touch with our I 

machines. The Italian types are scientifically cast and are availa- 
ble in two sizes and spacings to meet your requirements. All 
machines leaving our factory are subject to extensive pre-testing 
and we guarantee efficient working for two, years. The condition 
of sale includes a two year period of free servicing. 

As we would not like you to buy what you are not sure 
about we have arranged a scheme of providing free demonstra¬ 
tions and a one month trial period at your office without any 
. obligation on your part. Our representative will call on you 
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.soon and we hope you will spare him a little of your 
•valuable time. 

Yours very truly, 
Manager 

; Letter to promote Sales of a Water Filter 

THE SULRA WORKS LTD., / 
Goutam Street, v/ 

Bombay-400 001 

7th September, 1983 

..Dear Waterdrinker, 

You may like to risk your own life, but have you a right 
’ to risk the lives of your loved ones ? A recent research project 
■undertaken by a panel of medical experts has shown that those 
-drinking unboiled, unpurified water in cities shorten their lives by 
-several years. 

Boiling is a bore. Expensive too. We offer you an easy and 
-ready way of getting pure drinking water in your home. Our 
Surla Filter is the result of several years of experimentation. It 
■ contains in the top half a specially processed wax candle which 
..keeps back all impurities and allows only the clearest water to 
trickle into the lower half. The candle can be washed with 
ordinary water once a week. 

The Filter is in three sizes to suit the requirements of big 
. and small families. The enclosed catalogue will give you all the 
• other details. 

Book your order today to avoid a health hazard to you and 
your family. 

Yours sincerely, 
The Sulra Works Ltd. 

Letter to build Goodwill after the deal 

THE GOODWILL ASSURANCE CO. 

Life Insurance Street, 

Risky Town 

8th May, 1983 

Dear Mr.__, 

We congratulate you and feel sure that you will prize the 

enclosed Life Policy (No.,_). May we advise you to. keep 

it in a safe place ? You will find that in next to no time your 
•policy will have a Loan Value which will appreciate every year. 
J3/B.C. 
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At a later date if you are interested in obtaining a loan for 
buying a house or just for some important personal purpose we 
shall be happy to be of service to you. 

You need not bother remembering to pay your premiums.. 
Since your policy is for a sum of Rs. 10,000 we shall send you. 
out reminder one month before the premium is due for pay* 
ment. We will also send you written notification of the cumu¬ 
lative value of accrued bonuses payable on the maturity of; 
your policy. 

Yours faithfully, 

The Goodwill Assurance Co... 

Specimen Sales Follow-up Letter 

THE COLLEGE OF COMMERCE 
Publications Division 
Nonabhov Lane, 

Bombay-400 001 

10th June, 1984- 

Mr._, 

__Bank, 

______ , Branch, 

Bombay. 

Dear Sir, 

Since we sent you our letter last month about Prof. Aspi 
Doctor’s novel book on Bank Correspondence we have been 
daily expecting your order. Your name appears on our first list 
of up-and-coming bank officers to whom we sent the letter in. 
the hope that they would influence their colleagues and juniors- 
into buying the book. 

The book is the only standard work on the subject in. 
India and as such has been recommended by the Indian Institute 
of Bankers. The Chairman of the State Bank has found the book 
of excellent value and has written' a Foreword to it. 

The reprint of the book is under way as the present print 
is almost exhausted. If you do not book your copy from among, 
the few remaining ones with us, you may have to wait till 
December for the reprint. Incidentally the present print costs 
only Rs. 20/- The reprint has been priced at 25/-. 

Yours faithfully,. 

Director. 
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REVIEW QUESTIONS 

1. Draft Sales Letters to promote the Sales of the following : 

(a) A new hair-dye 

(b) A labour saving device 
tc) A sofa-cum-bed 

(d) A new book 

(e) A TV Set 

(f) An insecticide 

(g) A ne.w tonic 

(h) An economy refrigerator 

(i) A pop-up toaster 

(j) A clothes washer 

(k) A directory of trade names 

(l) An exhaust fan - 1 

(m) Automatic camera 

(n) A new tape recorder 

2. Diaft a circular sales letter soliciting support for a circulating library, 

3. You have started a new petrol pump and service station in a suburb of 
Bombay. Write to car owners in the suburb offering your services in an 
attractive form. 

4. As the manufacturer of a new kind of camera write to wholesalers in the 
country advertising your product and offering attractive terms. 

5. Diaft a sales letter to promote the sale of a new women’s journal. 

6. What are the various methods by which Sales Letters can be made effective? 

7. How would you construct a model Sales Letter? 

8. What is meant by "appeals” in a Sales Letter ? 

9. How can you ensure that your Sales Letter will get better treatment than a 
Salesman? 

10. Write short notes on: 

(a) The opening paragraph of a Sales Letter. 

(b) Follow-up Sales Letters 

(c) The Economy Appeal 

(d) The object of a Sales Letter ' v 

(e) Goodwill in a Sales Letter 

11. Which paragraph of the sales letter would .you , consider to be the most 
important ? How should that paragraph be constructed, and why ? 

12. What is meant by ‘‘appear’ in a Sales Letter,? Mention some of the com¬ 
monly used appeals in Sales'Letters; ’ (<>' 

13. Draft a letter to promote the sales of one of the following: 

(i) A Water filter. 

(ii) A magazine called "Beauty Culture.!' 1 ", 

(iii) Wall carpet. 1 | fj : 

(iv) A digital wrist watch, (B.U. 1978). 

14. Draft a letter to sell one of the following: 

(i) A voltage stabilizer 

(ii) An effective pain killing drug 
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(iii) An automatic tea vending machine 

(iv) A new children’s magazine 

15. Which paragraph of the salts letter, do you think, is the most important ? 

Why ? Give examples of the methods employed by the sales letterwriter to 
make it effective, (B.U. May 1980) 

16. Write a sales letter to promote the sale of one of the following: 

(a) Easy Flow Fountain Pen. 

(b) Health Tonic 

(c) Youth Magazine 

(d) The Keep-Your-Eyes-Cool Sun glasses. (B.U. B.Com. May 1980) 

17. Write a sales letter to promote the sale of the following: 

(a) P utomatic Steam Iron 

(b) A new dental cream 

(c) Space-saving furniture 

(d> Luxury Apartments (B.U. Dec. 1980) 

18. To what extent is it correct to say that the success of sales letter depends 

on its opening and ending paragraphs ? (B.U. April 1981) 

19. Draft a sales letter to promote the sale of one of the following : 

(a) A Science Magazine-Prospect : Students 

(b) A Pocket Calculator-Prospect: School and College teachers 

(c) A six months’ course in Arabic-Prospset: Skilled workers and techni¬ 
cians. 

(cl) A five-star hotel at a holiday resort—Prospect: Businessman. 

(B.U. April 1981) 

20. ‘Before trying to sell your products in a sales letter, you must try to sell 
your sales letter to your prospects’ Explain. (B.U., FY.B.Com. April 1982) 

21. Write a sales letter to promote the sale of one of the following: 

(i) A new smooth flowing refill for a jotter ball-pen. 

(ii) An investment guide 

(iii) A holiday resort in Goa 

(iv) An ice-creamer that makes ice-cream in half an hour. 

(B.U., F.YJB.Com, April 1982) 

22. What are the essential qualities of a Sales letter ? 

(B.U., S.Y.B.A. Nov, 1980) 

23. What is the basic purpose of a Sales letter? As a Sales-letter writer, how 

will you achieve this Object ? (B.U , S.Y.B.A., April 1981) 

24. Write a sales letter to promote the sales of any one of the following: 

(a) A New Vegetable slicer, (b) A New Big and Economic Bath Soap, (c) 
A New Grow-slim tonic (d) A new Accident Insurance Policy. 

(B.U., S.Y.B.A, April, 1981) 

25. Write a sales letter to promote the sales of any one of the following: 

(a) A New short cut method for reducing waist lines, (b) A new radio- 
cum-electric clock, (c) Non-fattening edible old, (d) GOOD sunglasses. 

(B.U., S.Y.BA. May, 1982) 


9 CIRCULARS AND FORM LETTERS 


Not all circulars are in the nature of sales letters. Indeed there 
are several points of differences between Circulars and Sales 
Letters which will be brought out clearly before the end of this 
chapter. 

A circular is a printed or duplicated letter, of which several 
copies are made and sent out. The term Circular is derived from 
circulate , and may be used as a noun (circular) or as an adjective 
(circular letter). There is little or no personal touch about a cir¬ 
cular and it begins with a generalised salutation : Dear Sir, Madam 
or Dear Householder , etc. As a circular is sent to hundreds of 
persons care should be taken to see that it is carefully drafted 
and does not contain any false information or factual error. 

The chief disadvantage of the circular is that it is impersonal 
in its appeal. Some companies try to overcome this disadvantage 
by printing the circular with “typewriter type” and then typing 
the inside address on each circular letter. 

Given below are some of the occasions on which circular 
letters are sent out 

(a) information of changes in a firm’s goods, policies, prices 
or services; 

(b) announcing the opening of a new business or department; ' 

(c) admission of a new partner in the business; 

(d) death or retirement of an old partner; 

(e) shifting of the office or location of the business; 

(f) granting or acquiring of a power of attorney; 

(g) to solicit new customers; 

(h) to solicit support for a worthwhile cause; 

(i) to announce an agency; 

(j) to report to shareholders about the company, 

(k) to announce clearance sales. 

(l) to announce the conversion of a proprietory concern into 
a partnership or private company. 

(m) improvement in old products or manufacture of by¬ 
products. 

(n) renovation of office or expansion of existing structures. 
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Circular to Residents Announcing the Opening of a New Branch 
THE GOOD LUCK BANK LTD., 


43, Medows Street, 
Fort, Bombay-400 008 


13th September, 1983 


Dear Madam/Sir, 

As a resident of Poona you will be interested to know that 
Good Luclc Bank will be opening a branch in West Street in the 
middle of next month. Mr. Deshpande, whose family belongs to 
Poona, and who has earned valuable experience for 20 years at 
our head office will. take charge as Agent. 

Though I say it about my own bank I have no hesitation in 
informing you that the services we offer are the best and at the 
most concessional rates. To convince you of this I am enclosing 
a brochure which will give you full information about our various 
deposit accounts and the services we offer. 

Very truly yours, 
General Manager 


Circular Announcing the Admission of a New Partner 

THE SWADESHI ENTERPRISES 
Handloom Street, 

Bombay-400 004 

14th August, 1984 

Dear Mr__ 

It has. been our practice to keep our business friends infor¬ 
med of changes in our administration. We are sure you will be 
interested to learn that Mr. P, C, Shroff has been taken into 
our partnership. 

Mr. P. C. Shroff was our senior sales manager for the last 
10 years. The present status and prestige of the Swadeshi Enter¬ 
prises is in no small measure due to his dynamic sales campaigns. 
As a valued worker in our organisation we felt that he should 
be retained permanently with us and rewarded by being included 
in the partnership. 

Yours faithfully, 

P. N. Mistry 

(for) The Swadeshi Enterprises 
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J Circular Letter Announcing the Death of a Partner 
THE SWADESHI ENTERPRISES 
Handloom Street, 

Bombay-400 004. 

Mr. C. M. Parikh, 17th August, J984 

5, Rover Street, 

Bombay-400 002. 

Dear Sir, 

As a valued client of our concern we felt we should inform 
you of certain events concerning our administration. We regret 
to announce the demise of Mr. C. N. Joshi, one of the founder 
■partners of this firm. Mr. C. N. Joshi had been seriously ill for 
(the last five years. His death, however, has deprived us of his 
valuable guidance. 

We shall continue business in the name and style of The 
■Swadeshi Enterprises. A new partnership agreement will be shortly 
•drawn up including Mr. P. C. Shroff as a junior partner. 

Yours faithfully, 

I (for The Swadeshi Enterprises) 

^ . P. N. Mistry 

ILetter Announcing the granting of a Power of Attorney 
M. K. RALIA & SONS 
Stationery Suppliers, 

Pen Pencil Lane, 

Bombay-400 004. 

17th September, 1983 

The Proprietor, 

Popular Stationary Depot, 

'Charni Road, 

Bombay-400 004. 

‘Dear Sir, 

I have opened a new branch of my business at Calcutta and 
am therefore compelled to spend half my time over there. 
To prevent inconvenience being occasioned to my customers by 
my prolonged absence from Bombay I have this day given a 
specific Power of Attorney to my sales manager, Mr. C. M. Das. 
Mr. Das is authorised to sign cheques and letters on my behalf. 
'His specimen signature is given below, 

Yours faithfully, 
M. K. Ralia 

■Specimen signature :-per pro M. K. Ralia &. Sons 
C. M . Das 
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Letter Informing Customers of the dismissal of an Employee 

karachiwalla traders 

189, Mahatma Gandhi Road, 

Fort, Bombay-400004 

7th February, 1983' 

Dear Sirs, ; 

This is to inform you that Mr. Hasu Parwani who was our f 

representative for Bombay city and suburbs is no longer in our j 

employ. We will not therefore, be bound by any receipts given. [ 

by him or any representations made by him. 

Mr. Hiroo Madnani has been appointed as the new repre¬ 
sentative in the place of Mr. Parwani. He will shortly be visiting, j 
you with our letter of introduction. 

Yours faithfully, 
Karachiwalla Traders, 'f 
P. T. Advani 

Letter Informing Customers of Change of Address 

THE FAMOUS TRADING CO., 

Sattra Street, 

Bombay-400 005. 

8th July, 1984- 

Dear Sir, 

Owing to the rapid increase in the volume of our business f. 

we have found the old premises rather small and inadequate. We | 

have purchased new premises at Tardeo and our new address is :*• 

, Tardeo Windconditioned Market 

Water Street, Tardeo, 

Bombay 6 

We shall begin to occupy the new premises from the 1st of 
August, 1984. Please, therefore, address all future correspondence 
to the new address. The new expanded office will enable us to 
serve you as before but with greater efficiency. 

Yours faithfully, 
Manager 

Circular Letter announcing Change of Name 

THE REALEX CORPORATION 
3, Rear Road, 

Bombay-2 

12th April, 
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Dear Sir, 

At first glance you may not have recognised’ our letterhead. 

The Realex Corporation is our new name for now the Real 
Estate Co. and the Lease Land Corporation are one and the same 
company. Our new name is The Realex Corporation. 

The new company will continue in the same traditions of 
service as the, old ones. Indeed our functions will now be incre¬ 
ased, for in addition to buying and selling properties and acting 
as brokers, we shall be dealing with mortgage financing and* 
property management. 

We will continue to function from the same office premises- 
on Rear Road. We have acquired some more floor space in the 
same building and hope to expand our activities suitably. 

We hope you like our new name. Most customers have told 
us that it has a nice ring about it. And while on the subject of 
‘rings’, why not give us a ring over the phone V 

Yours truly,. 

Manager 

Circular to solicit for a Worthwhile Cause 
Dear Madam/Sir, 

The Survey Department of Bhagpur State University is com¬ 
piling a detailed report on the progress'of Small Savings Schemes-- 
in Bhagpur town and the adjoining districts, The report is to be- 
submitted to the Chairman of the Planning Commission-with a 
view to intensify the savings scheme in the next plan period. L 
solicit your co-operation as a responsible member of society and 
hope you will fill in the enclosed questionnaire and return it to- 
the Department at your earliest convenience. May I thank you- 
in advance for your co-operation ? „ 

Yours faithfully,- 
Director 

Enel: I questionnaire 
Circular announcing an Agency 

THE NORTH TRADING CORPORATION 
7, Lajpat Nagar, 

New Delhi. 

8th October, 1984* 

Dear Sirs, 

. You will be interested to know that we have been given the 
work of marketing all Rejdog products in north India. Rejdog. 
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toilet articles are very well known and hardly need to be intro¬ 
duced by us. By an agreement entered into with the Rejdog Co., 
we Lava arranged to keep a fairly large stock of products in 
all varieties and will therefore be in a position to deliver promptly 
from ready stock. As we have been granted the sole Agency all 
.orders from dealers and traders in north India will be booked 
■by us for the Rejdog Co. 

We enclose with this letter a detailed catalogue and price- 
S'list which also shows the discount available on various items. In 
..all these years that you have dealt with us we have tried our 
(best to serve you by providing quality products at fair prices and 
,our tie-up with Rejdog Co. is one more effort by us to offer you 
Ihigh quality merchandise on convenient terms. 

Yours truly, 
Partner 

•Announcing Conversion of Partnership into a Pvt. Co. 

RAISINGANI BROTHERS 
7, Chembur Colony, 

Bombay 71. 

19th September, 1983 

'Bear Customer, 

It has been a pleasure to do business with you all these years 
in the name of Raisingani Brothers. We hope to continue our 
mutually profitable business association with you for many more 
years to come, but you will have to address us in future as THE 
•RAISINGANI BROTHERS (PVT) LTD. The conversion of our 
firm into a private limited company has been occasioned by the 
•necessity of raising outside resources to meet the demands of 
our rapidly increasing business. 

Though our name and constitution has changed we assure 
you that-you will find us serving you in the same efficient tradi¬ 
tions of the past. Indeed we hope to extend the area of co¬ 
-operation with you on account of our increased production 
activity, We take this opportunity to thank you for your co- 
operation with us in the past and hope to look forward to years 
.of .mutually beneficial association in the future. 

Yours faithfully, 
Raisingani Brothers, 
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FORM LETTERS 

Many text-books make the mistake of considering Form 
..Letters and Circulars as one and the same thing. A Form Letter 
is a kind of model letter or standard letter which when circums¬ 
tances are identical, is copied over and over again. This saves 
the need for dictating a special letter on each occasion. 

Form Letters are numbered and assembled for the use of the 
•typist. The officer or executive will indicate by number the letter 
to be typed. For example a company may have a standard or Form 
.Letter (numbered Al) to be sent to welcome new clients, or a 
Form Letter (numbered C2) to be sent to defaulting debtors. 
Now, instead of dictating a fresh letter on each occasion the 
•officer will merely indicate the number of the letter and the 
typist will copy it adding the necessary inside address and 
■salutation. 

Form Letters are used because they save time, because a 
great many letters require answers that are similar, because a 
■well drafted Form Letter or Form Paragraph has much more 
•thought than can be given to every new letter; and because a 
separate Form Letter can be designed to meet many different 
• circumstances. The company that makes use of Form Letters 
should, however, be very careful to see that the same Form 
Letter is not sent to the same person twice or that the wrong 
Form Letter is not used by mistake. 

Specimen Form Letter 

m A 3 

Dear_ . 

Thank you for your letter of inquiry dated_. 

The information that you desire will involve some preparation 
■ on our part. May we suggest [use (a) or (b) given below] 

(a) that you telephone M,r.___ (TeL No. __Ext. 

No. _) ? 

(b) that you call on our agent Mr. at (address) in 
your town ? 

He will help you to determine your exact requirements and 
■we shall then confirm by letter. 

Yours faithfully, 
General Manager. 

’Difference between a Circular and a Form Letter 

(a) A Circular is a printed or duplicated letter, of which 
several copies are made and sent out. A Form Letter is 
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a standard letter which can be copied over and over 
again to save time. 

(b) A circular cannot pretend to be individual and begins 
with a generalised salutation like Dear Sir/Madam. A 
Form Letter makes an attempt to appear a personal letter. 
It contains the individual’s name and address. 

(c) A Circular letter being printed or duplicated sometimes 
has the name of the addressee typed or hand-written at 
the top. A Form letter is completely typed again, the 
only time being saved is that of dictating the letter afresh 
on each occasion. 

Difference between a Sales Letter and a Circular 

(a) While practically all Sales Letters can be used as Circu¬ 
lars, all Circulars are not Sales Letters, viz, announcing 
the death of a partner. 

(b) The Sales Letter is usually sent to strangers to induce 
them to become customers. The Circular is often sent 
to those who are already customers. 

(c) The main aim of a Sales Letter is to attract attention. 
The prime purpose of a Circular is to make an announ¬ 
cement or give some information. 

(d) The Sales Letter is a very selective advertising medium. 
The Circular aims at reaching a wide group of people. 

REVIEW QUESTIONS 

1. Draft a circular letter announcing the conversion of a partnership into a 
public limited company. 

2. Draft a circular letter announcing the retirement of Mr. Panalal Puri from' 
your firm on account of indifferent health and the inclusion of Mr. Sharma' 
as the new partner. Thank the customers for their co-operation in the past 
and express a hope of their continuance in the future. 

3. Mr. Joshi wishes to inform his customers that he has secured the sales 
agency for Maharashtra for Manama blades. Draft a circular tetter. 

4. As the owner of the Pritam Trading Corporation inform your customers 
and clients that Mr. Doshi is no longer in your organisation as a bill 
collector, 

5. Draft a circular sales letter announcing the opening of a new branch of' 
your office at Bangalore. 

6 . Draft a model of a Form Letter to be sent to debtors who do not settle 
their accounts in time. 

7. Draft a standard of Form Letter to be used by the typists of your firm' 
while replying to complaints for late delivery of goods. 

8 . Explain the statement : All Sales Letter can be sent in Circular form, but' 
all Circulars are not Sales Letters. 
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9. How can the careless use of a Form Letter cost the company the goodwill 
of a customer ? 

10. A circular tells, while a sales letter sells”. Bring out the significance of 
this remark. 

; J1. Draft a circular to customers announcing the shifting of your readymade 
garments business to new and more convenient premises, (B.B. B.Com. 1978) 

J2, Draft a circular announcing the stock clearance sale of your exclusive ready¬ 
made garments. . ^ (BtU . B .Com. May 1980) 

13. The Rainbow Paint Co. Ltd. in reply to their customer’s request express 

their regret at having to refuse goods carriage paid. They suggest certain 
points in favour of their goods and services in an effort to obtain the busi- 
ness ‘ (B.U. B.Com. Dec. 1980) 

14. Draft a circular announcing the renovation of your shop. Point out the 

advantage of the renovation. ( 3 _ u< D ec , iggo) 

15. The owners of Union Book Centre are opening a branch in your locality. 
Draft a ciicular to be sent by them to the residents of your locality. 

(B.U. B.Com. April 1981) 

16. Draft a circular announcing the conversion of your partnership firm into a 

joint stock company. (B.U. B.Com, April 1982) 

17. You have opened a vegetarian restaurant near Nariman Point. Draft a 
circular letter to your prospnetive customers announcing the opening, 

(BU. B.Com. S.Y.B.A. Nov. 1980) 

38. Draft a circular letter announcing the opening of a new branch of the 

Modern Beauty Parlour at Mahim. State the advantages of it to the beauty 
conscious customers of the area. (B.U. S.Y.B.A, April 1981) 

39. On behalf of the Vrindavan Dairy Products Ltd., Anand, Gujarat, write a 
circular announcing the temporary suspension of all milk products on 
account of the recent anti-reservation riots. (B.U. S.Y.B.A. May 1982) 
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STATUS INQUIRIES AND 
CREDIT LETTERS 


In the business world credit plays a very important part. Credit 
is a means through which goods can be bought and sold without 
paying cash. It is a kind of deferred payment. The period for 
which credit is given varies from a few days within the country 
to a few months in foreign transactions. It is because a great part 
of business is carried on by giving credit that it becomes nece¬ 
ssary to make status inquiries. A status inquiry is an inquiry 
about the financial standing and trustworthiness of a person. It is- 
because of the close relationship between credit and status inquiry 
that the two have been placed together in this chapter. 

Credit can only be given to those people who can be trusted 
to pay the amount at a later date. But, if for this reasons busi¬ 
nessmen were to restrict or limit transactions only to those per¬ 
sons they know, business would never expand. When business, 
therefore, is done with a new party it is the normal practice to- 
find out the financial standing of that party by making inquiries 
of mutual business acquaintances. The inquiry and the reply to- 
it must be sent in the greatest confidence, making sure that the 
reputation of the businessman is not unnecessarily harmed. 

There is, however, a possibility that a group of unscrupulous 
persons might combine and defrat/d or cheat innocent third par¬ 
ties by giving each other glowing and excellent testimonials, It is- 
to guard against this type of organised cheating that, in most 
advanced countries, credit inquiry agencies function. In India such 
agencies are very few and very poorly organised; much of their 
work is done by Chambers of Commerce. These agencies function 
by charging an annual subscription fee from members and sup¬ 
plying them credit information as and when necessary. Yet ano¬ 
ther source of finding out the creditworthiness of a party is the- 
bank. But it should be noted that banks never answer status 
inquiries made by individuals. They only convey this confiden¬ 
tial information to other banks. 

To summarise i The creditor can obtain information about the 
creditworthiness of a party from (a) Buyer’s References, (b) 
Bankers, (c) Seller’s References, and (d) Information agencies. 

(for further details of status inquiries made through banks refer 
to the chapter on Bank Correspondence) , 
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The 4 C’s of Credit 

A businessman while thinking of giving credit has to apply 
his mind to the 4 Cs of credit,. 

1 . Circumstances : 

Are the conditions and circumstances in the market favou¬ 
rable to the giving of credit ? If it is the festival season should; 
he give credit and lock up his money and thus lose other busi¬ 
ness ? 

2 . Capital : 

How much of his capital will be blocked by giving credit V 
How will this affect his business ? 

3. Capacity ; 

Does the buyer have the capacity to pay money even at a 
future date ? What do market reports say about his financial:, 
position 1 

4. Character : 

Even if the buyer has the capacity to pay is he honest and. 
trustworthy in his dealings ? Or is he a person who will not pay 
because he likes to run his business with other people’s money ? 

Apart from Banks, Chambers of Commerce and other busi¬ 
nessmen (Referees) a seller should try to find out about the stan¬ 
ding and finances of the person to whom he intends to give credit 
from other sources as well. In advanced countries there are Credit 
Inquiry Agencies or Credit Inquiry Bureaux which provide valu¬ 
able information. They also help to study the balance sheet or 
financial statement of the company that is seeking credit (this 
cannot be done in the case of small traders, businessmen or firms). 
When the.party giving credit is a large organisation like a public 
limited company and has a Credit Department (see Credit and: 
Collection Department in Chapter 13) it can employ Field Inve¬ 
stigators. The work of the Field Investigators is to contact people 
in the market, make' inquiries, and find out' which parties enjoy 1 
a good reputation and which are "risky propositions.” 

DIFFERENT TYPES OF DEBTORS 

Irrespective of the resources of the customer or debtor the 
speed and promptness with which payment comes will depend' 1 
on the nature of the person. 

The Careless Debtor is the one who forgets to pay unless he 
is reminded. 
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The Reluctant payer is the one who will not pay unless he is 
forced to do so. He is always ready with excuses for non-payment. 

The Instalment Payer is the debtor who piles up large sums of 
■credit and then sets about meeting his obligation in small instal¬ 
ments. 

The Good-risk Detor is one who pays his debts even before 
they are asked for. He cen be called the ‘gilt-edged debtor’, like 
; a ‘gilt-edged security’. 

The Poor-risk Debtor is the one who neither has the capacity 
■or capital to pay. He is constantly overtrading and short of funds. 
.As far as possible credit should not be given to such persons. 

Trade References 

As mentioned earlier trade cannot be carried on without 

■ credit and yet the granting of credit involves a risk. The successful 
. businessman tries to safeguard himself against losses by requesting 
the would-be buyer to give references before he grants credit. 
The references are usually of those persons who command some 
respect in business circles or who are known to the seller. The 
inquiry that is made to the referee is, as has already been explained, 
known as a Status Inquiry. If the reply to the Status Inquiry is 
favourable the credit is granted, if it is unfavourable, credit is 
refused. 

When the referee has given an unfavourable reply to a Status 
Inquiry the letter that informs the would be buyer of the refusal 
to grant credit must be very tactfully worded. A point-blank 

• refusal is not only in bad taste but also very poor business 

• tactics; it will only annoy the prospective buyer and generate 
ill-will. Nowhere in the letter should it be suggested that the 

. credit is being refused because of a doubt about his financial 
status or credit-worthiness. The letter should instead emphasise 

■ the benefits of cash payment and should attempt to tempt the 
party to pay cash by offering a substantial cash discount. 

Another situation that demands tactful handling may arise 
when a party which is not known to the seller places a large 
order without making any reference to the terras on which it 
proposes to pay. It would be indelicate to suggest that the party 
is not reliable or that it is not worthy of granting credit. In such 
. cases the letter should very tactfully point out the advantages of 
. cash payment (discount benefit) and also stress that if credit is 

■ to be granted then the buyer will have to provide at least two 
references. 
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'Replies to Status Inquiries 

After the trade reference has been provided and the status 
inquiry made, the completion of the transaction depends upon 
•the reply that is given by the Referee to the status inquiry. The 
•referee should take great care while drafting a reply to a letter 

■ of status inquiry. As far as possible specific figures should not 
be mentioned and only general statements about the creditworthi¬ 
ness of the party should be made. If an unfavourable reply is 
to be sent it should always be based on the personal experience 
of the letter-writer or that of the firm and not on hearsay, Even 
in such cases details of the experience and the amount of money 
•involved are always better left out. When personal experience 

■ cannot furnish an adequate reply the referee can dearly state 
‘-that he is not in “a position to express an opinion on the financial 
position of the party." The intelligent reader will draw his own 
• conclusions. 

The reply to the status inquiry should not read like a letter 
of instruction. It should not attempt to plead or persuade the 
■granting or refusal of credit. It should merely indicate what the 
writer of the letter would have done in the circumstances. (In 

■ fact the ‘You Attitude 1 must be applied here in reverse.) 

'Letters pertaining to Credit 

Letters pertaining to the granting of credit usually contain 
: the following material 

(a) Thanks to the customer for his order. . 

(b) Information about the company’s credit policy. 

(c) A request to furnish credit references (this should be 
tactfully worded). 

t(d) An assurance that the order will be executed immediately 
on obtaining the references or after inquiry has been 
made. 

"The person seeking credit, on his part, must provide the 
•following information in his letter: 

(a) Provide detailed names and addresses of references and 
the; nature of their business. 

' (b) Appreciate the caution with which the seller is proceed¬ 
ing by asking for references. 

(c) Mention whether the references have themselves allowed 
credit in the past and to what extent and in what form, 

:24/B.C. 
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(d) Request to the seller to make inquiries early and deliver 
goods. 

The letter taking up a reference should be addressed to the 
trader or banker in confidence and should contain-the; following-, 
material: ■- 

(a) Provide some details with respect to the customer’s- 
request for credit such as the extent of the credit asked: 
for, the nature of the credit and the period; 

(b) Assure the referee that all information will 1 be kept 
confidential. 

(c) Express willingness to return the favour when occasion: 
arises. 

(d) Enclose a self-addressed envelope. 

The reply by the referee to the inquiry should mention 

(a) The period for which the party has been known and the- 
nature of the dealings with it. 

(b) Provide concrete facts about standing, financial resources 
and trustworthiness. 

(c) Mention if the paaty has been given credit by the referee- 
himself. 

(d) Request to treat information as strictly confidential and 
clarify that the information provided does not constitute 
a guarantee by the referee for the credit that may be 
given. 

/ Request for Reference 

J THE APEX CO LTD. 

9, Mint Road, 

Bombay 2, 

10th April, 1983 

The Proprietor, 

Burhani Stores, 

Bora Bazar, Bombay 2. 

Dear Sir, 

We were happy to receive your order dated 8th April for 
machine tools of the value of Rs. 25,000. We look forward to 
adding your name to the list of our valued customers.- We are 
agreeable to give you credit for the full amount, but as this is 
the first time we are doing business we have to ask you to let 
us have the name of a bank or firm to whom reference can be 
made. 

The goods will be sent to you immediately on our receiving, 
a favourable reply from the referee. As you mentioned in y< it 
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letter that the goods are not urgently required, we hope this 
slight delay will not inconvenience you greatly. 

W’e trust that this exchange of letters marks the beginning 
of a long and mutually profitable business connection. 

Very truly yours, 
The Apex Co. Ltd. 

Tactful Letter asking for Trade References 

TI-IE WHOLESALE CORPORATION 
45, Station Road, 

Bombay-400 005. 

9tb November, 1983 

Messrs Rivena &. Sons, 

78, Masjid Road, 

Bombay-400 006. 

Dear Sirs, 

It was a pleasure to receive your order dated the 8th Novem¬ 
ber for 100 sets of Polyrin. We welcome this opportunity to add 
you to our list of valuable customers. We would have despatched 
the sets today instead of this letter but we were not sure of the 
basis on which you usually do business. 

We shall be happy to accommodate you on either a cash or 
credit basis. If you prefer to deal with us on a C. O. D. basis we 
shall be in a position to grant you a special discount of 3 per 
cent on the catalogue price of the sets. If you should prefer a 
credit arrangement then we would request you to provide us with 
at least two trade references, as this is our practice before granting 
credit to new customers. We shall also thank you to specify the 
period for which you will require credit: for this and future 
transactions. „ 

Yours faithfully, 

The Wholesale Corporation 

Letter Concerning the Creditworthiness of a Firm 
THE FINE CROCKERY MART 
Glassware Street, 

Bombay-400 002. 

19th May, 1983 

Confidential 
The Manager, 

The Cutlery Makers’ Association, 

Knife-Fork Street, 

Bombay-400 009. 
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Dear Sir, 

Messrs Rhus a &. Sons have placed a large order for glassware, 
amounting to Rs. 5000/" They have asked for credit for a period 
of three months. We have had no dealings with Messrs Bhusa & 
Sons in the past and therefore do not know their creditworthiness. 
As we understand that you have been dealing with them we wish 
to know if you consider them good for the amount and period 
mentioned above. Any information that you give us will, of 
course, be regarded as strictly confidential. 

Yours faithfully, 

j The Fine Crockery Mart. 

A Favourable Reply 

THE CUTLERY MAKERS’ ASSOCIATION 
Knife-Fork Street, 

Bombay-400009. 

24th May, 1983 

The Manager, 

The Fine Crockery Mart, 

Glassware Street, 

Bombay-400 002. 

Dear Sir, 

I am happy to be of service to you in ascertaining the status 
of Messrs Bhusa & Sons. 

Messrs Bhusa & Sons have been dealing with us very satisfa¬ 
ctorily since 1970. We have frequently given them credit for 
larger amounts and for longer periods than those mentioned by 
you. They enjoy a good reputation in business circles. 

This opinion is, of course, based on our personal experience 
and! trust it will be treated by you with the strictest discretion. 

Yours faithfully, 
Manager 

An Unfavourable Reply 

THE CUTLERY MAKERS’ ASSOCIATION 
Knife-Fork Street, 

Bombay-400 G09. 

“ 24th May, 1983 

Confidential 
The Manager, 

The Fine Crockery Matt, 

Glassware Street. 

Bombay-400 002. 
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' Dear Sir, 

This is in reply to your letter of inquiry about Messrs 
Bhusa &. Sons. 

According to market reports the operations of the above- 
mentioned firm do not seem to warrant granting of credit to the 
extent mentioned by you. Our firm has preferred to deal with 
them on a C.O.D. basis. 

This information is given to you in confidence and without 
any responsibility attaching to our firm or the undersigned. 

Yours faithfully, 
Manager 

Letter Concerning Information about Solvency 

THE STATIONERY SUPPLIERS 
Ball-pen Street, 

Bombay-400 009. 

17th August, 1983 

The Manager, 

The Footrule Co., 

Inch Lane, 

Bombay-400 004. 

Dear Sir, 

I am troubling you with this status inquiry as my prolonged 
stay in the U.K. has made me lose touch with the business 
world in the city. I understand that trading conditions in Bombay 
are rather difficult at present and great care should be exercised 
in opening new credit accounts. 

I have been approached by (1) The Pen &. Ink Stores, 
Kalbadevi and (2) The Blotting Paper Co., Fort, with large orders 
and requests for liberal credit facilities, 

At the cost of putting you to some incovenience, I request 
you to give me your candid opinion of both the firms. I am 
particularly concerned about the status of the latter firm, I thank 
you in advance and assure you that your reply will be treated 
in the strictest confidence. 

Yours faithfully, 
P. L Ballwalla, 
Proprietor 
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A Mixed Reply { 

THE FOOTRULE CO. 

Inch Lane, h 

Bombay-400 004. 

20th August, 1983 H 1 

Mr. P. T. Ballwalla, 

The Stationery Suppliers, L 

Ball-pen Street, 

Bombay-400 009. 

Dear Sir, ;; 

Thank you for your letter of inquiry dated 17th August and ; 
for the expression of confidence in us that it contains. 

I welcome this opportunity to assure you of our complete 
confidence in the Pen & Ink Stores Kalbadevi. Our dealings with j 
them, over the last live years, have been very satisfactory. I would : ! 

consider them good for granting credit of a moderate amount. 

Referring to your inquiry about the Blotting Paper Co,, I 
regret that I am unable to express any opinion on their financial : 

position. 

Please treat these opinions with the strictest confidence. 

Yours faithfully, b 

The Foocrule Co. ! 

j Manager ■ j 

Another Unfavourable Reply to a Status Inquiry 
THE MERCHANTMAN CO., 

Raghoji Road, 

Bombay-400 004 f; 

8th August, 1983 [. 

Messrs Dru & Pru, 

Puerile Lane, 

Poona-2. 

Dear Sirs, 

This is in response to your inquiry about the standing of 
Messrs Pande & Sons of our city. We have been supplying them 
goods for the last ten years on a credit basis and have found 
them to be fairly prompt in the settlement of the accounts. We 
would, however, like to point out that at no time have we 
allowed a credit of more than Rs. 3,000. 

As their establishment is a small one we hesitate to comment 
on their creditworthiness for the amount stated by you and would 
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therefore advise cash settlement for at least half the sum menti¬ 
oned by you. 

Yours faithfully, 

The Merchantman Co. 

'Letter Granting Partial Credit to a Customer 

MESSRS DRU & PRU 
Puerile Lane, 

Poona-2 

11th August, 1983 

Messrs Pande & Sons. 

73, fPasta Lane, 

’Bombay-400 005. 

Dear Sirs, 

Thank you for your letter dated the 2nd August and the 
■trade reference so thoughtfully provided by you. The Merchant¬ 
man Co. informs us that they have been dealing with you for 
the last ten years and that you have been prompt in settling 
'their accounts. 

You will appreciate, that market conditions at present 
.are not favourable enough to enable us to grant you credit for 
■the sum of Rs. 10,000 as requested by you for a period of three 
months. We are, however, very eager to have you on our list of 
■regular customers and will give you credit for Rs. 5000 for three 
;months if you can pay cash on delivery for the remaining amount. 

, Yours faithfully, 

J Messrs Dru & Pru 

Letter Refusing Credit 

THE MODERN TRADING CO., 

7, Belasis Road, 

Bombay-6 

7th March, 1983 

The 'Manager, 

Newup Dealers, 

6, Tip Street, 

Fort, Bombay-1. 

Dear ;Sir, 

We congratulate you on opening your new business in Bombay. 
'We feel sure that the brand of goods you propose to deal in will 
foave a ready market in the fashion conscious circles of this city. 
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We have to. inform you with regret that we cannot grant 
you credit at this stage as it is the considered policy of our 
company not to grant credit to any business that has been in. 
existence for less than a year. Our reasoning behind this attitude 
is that any new business that severely limits its credit buying 
will have greater chances of success. 

Mr. Gehani, our representative, will call on you next week, 
as we would like you to obtain stock. He will be able to offer 
a number of suggestions that will benefit both of us. 

Yours truly,., ■ 
Manager 

Tactful Reply refusing to Grant Credit 

THE WATERPROOFERS CO. LTD., . 

78, Flood Lane, 

Bombay-400 007 

8th September, 1983’ 

The Proprietor, 

The New Store, 

Fresh Lane, 

Bombay-400 009. 

Dear Sir, 

We have given your application for credit of Rs, 6,000 our' 
immediate attention and have also made inquiries from the refe¬ 
rees so thougtfully mentioned by you. 

We are anxious to execute your order but doubt the advisa¬ 
bility of granting extended credit for the large amount you ask. 
at a time when financial conditions are quite stringent and the 
rainy season is fast drawing to a close. As you mention in your 
letter, you have just opened your shop. We are conscious of the 
compliment you have paid us by placing your first order for' 
waterproofs with us and we naturally wish to capitalize on it by 
making you our regular customer. May we suggest that you place 
an order for a smaller consignment on cash on delivery basis V 
This will enable us to give you the benefit of our special discount: 
of 5 per cent which we give for all cash transactions. 

We look forward to your order and to building a long-last¬ 
ing and mutually profitable business relationship. 

Yours faithfully, 

The Waterproofer Co. LtdL 
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Letter Refusing to grant Credit 

THE MILEX CO. LTD. 

7, Nicol Road, 

Bombay 39. 

9th September, 1984 - 

The Proprietor, 

Bombay Department Stores, 

7, Jamsetjee Road, 

Bombay 76. 

Dear Sir, 

We appreciate the information about references that you gave- 
us in your letter of the 10th August. We found the referees most 
co-operative and verified what you had already indicated to us 
about your financial position. Information collected by our Credit 
Department however inclines us to the belief that adding another 
credit obligation at this particular time may create some hardship 1 
for you. We feel it is therefore in our mutual interest to post¬ 
pone granting a line of credit to you for the time being. 

We want to emphasise that this is a temporary position and! 
we feel that on account of your promising potential we are very 
keen on doing business with you. If you place your order on a 
cash, cheque or C.’O.D, basis we will be happy to grant you a 
2% discount. Delivery too will be prompt and it will be prepaid- 
We hope to bear from you soon as we are anxious to add yom 
to our list of customers at the earliest opportunity. 

Yours faithfully,. 
Manager. 

Suspending Credit 

THE MODERN GLASSWARE CO. LTD. 

7, Moderngras Street, 

Calcutta 4< 

7th August, 1984- 

The Proprietor, 

Burhan Stores, 

Clare Road, 

Bombay 7. 

Dear Sir, 

Thank you for your letter of the 4th August ordering 5 Dos: 
Cutglass Tea sets, 12 Doz Lemon Sets and 10 Doz assorted tea 
sets on credit. We appreciate receiving another order from yom 
but find it necessary at this stage to discuss your credit account: 
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with us. In the last eight months we have supplied you with 
goods immediately on receipt of your orders but the payment on 
your bills has been very slow and the figure in your account 
with us has increased to Rs. 9900/-Under the circumstances you 
will agree that there is no point in further increasing your credit 
account and we must ask you to accept your present order on a 
'C.O.D, basis. 

We would like to point out that a special additional discount 
is available to all our customers who deal with us on a C, O. D. 
basis and this benefit will also be available to you on the present 
order. Meanwhile we would like to draw your attention to the 
long outstanding account with us and request you to send your 
cheque or draft for any convenient amount so that the figure in 
■the account can be reduced. 

Yours faithfully, 
Manager. 

'Letter to Customer who deducts Unearned Discount 
THE FIXIT CO. LTD. 

9, Modi Street, 

Bombay 1. 

17th September, 1983 

The Proprietor, 
iBurhan Stores, 

7, Clarex Road, 

Bombay 7. 

Dear Sir, 

We have just received your cheque for Rs. 5900/~in payment 
■of our Bill No. 8765 of 24th August, 1983. There seems to be a 
misundertanding which we would like to clear up in the interest 
•of the cordial relations that have existed between us all these 
years. 

The terms on which we had supplied the glassware to you 
-were 3% seven days,To avail of this special discount your cheque 
should have reached us before the 31st of August. You have paid 
-the amount more than fifteen days after the expiry of the seven 
■days and cannot therefore be entitled to the special discount 
facility offered by us. We shall thank you therefore to send us 
your cheque for Rs 181 in full and final settlement of our bill. 
Looking forward to your co-operation in this matter, We remain. 

Yours faithfully, 
The Fixit Co, Ltd. 
Manager. 
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REVIEW QUESTIONS 

I. You have received an inquiry from Messrs Prabhu & Sons regarding the 
financial status of Messrs Pal & Bros. Bangalore, with whom you have had 
dealings in the past. Draft the letter of inquiry as from Messrs Prabhu & 
Sons and a suitable reply to it. 

'2. You have received an inquiry as to the financial standing of a firm with 
which you have had highly satisfactory dealings in the past. Reply. 

3. Mr. Kapur owes your firm Rs. 2,000 and there seems to be little chance of 
recovering the money from him. You have just received a letter from 
Messrs Dru & Dru inquiring about Mr. Kapur’s financial standing. Draft a 
suitable reply. 

4. Your name has been given as a reference- by a firm which has placed an 
order with Messrs Parikh & Sons. Messrs Parilrh & Sons, write to you to 
inquire about the status of the firm. Draft a reply that is not very favourable. 

’5. You have been requested to comment on the financial standing of a business 
friend who had once been heavily in debt but who has now paid off all 
his creditors. Write a letter which is both fair to the inquirer and to the 
business friend. 

-6. You have received an order for goods worth Rs. 10,000 from Messrs Patel 
& Bros. As they have asked for credit for 3 months, write a tactful letter 
to them requesting them to give you two trade references. 

7. Your name has been given as a reference by a firm which has placed its 
first order with Messrs Prui & Trui, cloth merchant. Messrs Prui & Trui 
write to you inquiring about the status of the firm. Draft a reply that is 
non-commital. 

■8. To the above question, draft a reply that is unfavourable as you have 
reason to believe that though the partners of the firm are honest they are 
overtrading. 

9, Inform a customer that his credit has been approved of and the goods have 
already been sent to him. 

10. Write a ‘follow-up' sales letter to a customer who has not written to you 
since you refused to grant him credit. 

II . What is meant by Trade Reference? 

12. What is a ‘Status Inquiry’ and what role does it play in the granting of 
credit ? 

13. What points should be borne in mind while drafting (a) a reply to a request 
for credit, (b) a letter seeking credit, (c) a letter taking up a reference, (d) a 
reply to a letter seeking information about the financial standing of a party. 

14. Describe in detail how a businessman should proceed and what letter he 
’ should write when he receives a request from a customer to deliver goods 

on credit. 

15. What are the 4 C's of Credit ? Write one sentence on each. 

36. Wnat are the different sources from which a seller can find out whether a 
buyer is creditworthy or not ? 

11. What are the different sources of credit information ? To what extent doss 

the seller rely on them while granting credit ? (B-U. 1978) 
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18. You have received unfavourable credit information about Messrs. Kumar 
and Co. Draft a tactful letter to them without losing their custom. 

(B.U., B.Coni. Juno 1979) 

19. Messrs Jain and Co. Pvt. Ltd. have unfavourable credit rating. They want 

to buy a variety of electrical goods from you. Draft a tactful letter inducing 
them to buy the goods on cash basis. (B.U., B.Com. May 1980) 

20. What is meant by Status Inquiries ? Explain the purpose and procedure of 

making status inquiries. (B.U. B.Com, Dec. 198(1) 

21. State in reply to the inquiry of the Vaibhav Paper Co. Ltd that there are 
reasons for beliving that Messrs Patil Bros, though honest, are overtrading. 
Suggest that credit should be restricted to some extent. 

(B.U. B.Com. Dec. 1970} 

22. Briefly discuss the uses and limitations of the source of credit information. 

What factors does a credit manager take into account in assessing a credit 
applicant? (B.U. B.Com. April 1981) 

23. ‘State the precautions you would take to keep yourself safe in law while 
making an unfavourable report regarding the financial standing and credit 
rating of a firm in answer to a trade reference. (B.U. B.Com, April 1982) 

24. What, according to you, are the sources of credit information ? 

(B.U. S.Y.B.A. Nov. 1980) 

25. You want information about the credit standing of a new customer of yours. 
Write a letter to the customer’s bank to get the information. 

(B.U S.Y.B.A. Nov. 1980) 

26. What is credit ? What role does it play in modern business ? Why is it nece¬ 
ssary to extend credit facilities to a businessman ? (B.U.S.Y.B.A. May 1982) 


11 LETTERS RELATING TO AGENCIES 


:■ _ International trade transactions and even internal transactions 

in large countries like India, cannot always be carried on directly 
between the buyer and the seller. Some very large-scale organi¬ 
sations may he in a position to open branches in various states 
and even abroad. But this may not always prove profitable enough. 
A branch office will require a permanent staff and organisation 
I anc ^ ma Y be economical to run. The easiest solution to 
this problem is to appoint agents in the various states and in 
foreign countries. The agent runs his own establishment and 
business at his own cost. He contacts the buyers in his locality 
and sells the goods of the distant manufacturer for a commission 
or a fixed monthly charge. Sometimes the agent does not actually 
bring and send the goods to the purchaser. He merely books the 
•order and delivery is made by the manufacturer, In modern par¬ 
lance such agents are known as “representatives.” 

In normal agency transactions, however, the agent undertakes, 
to stock the goods of the manufacturers and deliver them to 
individual purchasers. For this purpose he is usually paid a lump 
sum commission calculated at so much per cent on all the busi¬ 
ness transacted by him, during a particular period. 

Business ethics do not permit the agent to enter into com¬ 
petition with the firm that he represents by undertaking other 
■ agencies for identical goods. This, of course, does not apply to 
i the small retailer. To increase his profit, the agent often tries to 

■represent as many firms as possible in different articles. When, 
however, an agent deals in several articles of the same kind his 
energies are diversified and his concentration divided. As this is 
not in the. interests of the manufacturer, some manufaturers ask 
the agents to deal exclusively in their goods. Such agents are 
"known as Sole Agents, and naturally receive a much higher rate 
f of commission than ordinary local agents. 

How to write Agency letter 

A letter requesting an agency reads partly like a sales letter 
i and parly like a letter of application. It proceeds from the general 

[ to the particular, giving a clear picture of market conditions, 

| relative demand, consumer state and proceeds to indicate the 

prospects -of selling individual items under such circumstances. 
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The application must then give details about his own business 
experience and ability to sell. The letter must also suggest the 
terms for granting the agency and provide suitable trade or bank 
references, A letter of application for an agency may be sent on 
an agent’s own initiative or in response to an advertisement by 
the principal. 

It the letter of reply to an application for an agency is a 
favourable one it should clearly state the terms and conditions on 
which the agency will be granted. An effort should be made to 
earn the goodwill and the co-operation of the agent. 

While applying for an agency or offering services as an agent 
the applicant should provide references, preferably those of his 
bankers. It should also be remembered that there is a special 
relationship in law between the principal and his agent. Since an 
agent is a person, firm or corporation that acts for and manages 
the business affairs of others, contracts entered into by the agent 
are binding on the principal. If, however, the agent goes beyond 
his authority the principal has a right to repudiate or reject the 
contract. 

When an agency relationship is established the parties con' 
cerned announce the establishment of the relationship to then: 
respective clients and customers in the form of a circular letter. 
In the same manner the termination of the agency relationship is 
announced by sending out a circular letter. In cases where the 
clientele or number of interested parties is very large an advet' 
tisement announcing the establishment or termination of the 
agency relationship may be inserted in the newspapers. 

In all correspondence relating to the agency (i. e. between 
the principal and his agent), tact and restraint should, be shown 
on both sides, A grasping attitude on the part of the agent is as 
bad and as much to be deplored as a domineering and scolding 
one on the part of the principal, The agent should be permitted 
to act as far as possible on his own initiative, within the limits 
set out by the principal. His knowledge of local conditions should 
be respected and suggestions from him Welcomed as often as 
possible. Another point to be decided between the principal and 
the agent is about advertising. It has to be decided whether the 
expense for local advertising will be borne by the principal or 
whether it will be shared by them. The usual arrangement is for 
the principal to bear the cost of advertising on a state-wide or 
national basis and for the agent to bear local advertising costs. 


Letters Relating to Agencies 


3S3< 


While writing to an agent the principal should always emp¬ 
hasise the fact that it is in the interest of the agent himself to> 
produce good results. As far as possible an attempt should be 
made to prevent the termination of the agency relationship as- 
both the parties might get a bad reputation in business circles,. 
When however, circumstances compel the termination of such a 
relationship the parting should be on terms of mutual goodwill 
and appreciation. 

Different kinds of Agents 

(i) The Sole Agent: In order to get the full co-operation, 
and the best sales effort out of an agent he is sometimes appoin¬ 
ted Sole Agent. A Sole Agent has the exclusive right to sell goods 
within a specified area. Since the agent is confident of selling, 
(without fear of rival sellers of the same product) in his specified 
area, he is likely to put in his best effort to promote sales. He 
is paid a higher rate of commission, but may be required to give 
a security deposit to his principal, 

(ii) The Commission Agent; Strictly speaking this refers 
more to the mode or manner of payment than the kind of agent.. 
The Commission Agent buys and sells on his own, sometimes 
without disclosing the name of the principal. He obtains goods on 
consignment basis. After such consignment is sold he submits to 
his principal an Account Sales, In the account is specified the 
value of the sales and charges by way of expenses and com¬ 
mission. The charges by way of expenses and commission are 
deduced from the sale value and the balance paid to the prin-- 
cipal. 

(iii) The Del Credere Agent: The Del Credere Agent is a 
kind of commission agent. The only difference is that this agent,. 
guarantees to pay the price of the goods sold through him. This 
means that he is bound to make good the amount to his principal 
even if one of his customers becomes bankrupt or refuses to pay. 
The principal does not have to bother about the problem of bad- 
debts. In return for his extra responsibility that the agent takes 
upon himself he is. rewarded by being paid an extra commission. 
This commission, that is over and above the usual commission, , 
is called the ‘del credere’ commission. 

(iv) Clearing and Forwarding Agents : These agents make - 
the. work of foreign trade easy. The clearing agents undertakes 
the work of clearing the goods for the importer, He is an expert 
in shipping procedures and it is his responsibility to present- 
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shipping papers, pay import duty, take delivery of the goods and 
clear them from the port, In return for his services he is paid a 
commission. The forwarding agent too is an expert in shipping 
procedures, only he works in the opposite direction, it being his 
responsibility to arrange the speedy despatch of goods to foreign 
. countries, 

(v) The Broker : The broker is an agent who does not 
handle the goods himself. He merely brings the buyer and the 
seller together, The commission paid to him is known as broke¬ 
rage. 

(vi) The Factor: The Factor is an agent who buys goods 
. and sells them in his own name and by issuing his own receipt. 

He does not give the name of his principal and hence can sue 
, or be sued by third parties, 

Application for an Agency for Refrigerators 

MESSRS SINGH & SONS. 

6, High Street, 

Jullunder. 

9th November, 1983, 

' The Jem Refrigerating Co. 

; Freezing Lane, 

. Bombay-400 003. 

Dear Sirs, 

We have been greatly impressed by your advertisements of 
■the low-cost Jem refrigerators appearing in Bombay newspapers. 
We have studied your literature and; wish to know if you have 
considered the possibilities of the market in this part of India. 
Jullunder is a rapidly developing and expanding town. The indu- 
• strial estates near this town are attracting an increasing number 
of middle class families which have made Jullunder their perma¬ 
nent home. "We believe that most of these families would be 
inclined to go in for your low-priced high quality Jem model, in 
preference to the high-priced refrigerators which we stock at 
present. 

Our firm is one of the leading organisations in the town. It 
; has the confidence of several manufacturing organisations like the 
Famous Cooker Co., The Popular Mechanical Co. and The Cutlery 
Manufacturers’ Association. For further information you may 
: also refer to the Punjab National Bank. 


iLetters Relating to Agencies 


385 

We believe it will be in your best interest to grant us a sole 
■agency for your Jem refrigerators. We look forward to receiving 
your reply. 

Yours faithfully, 
Messers Singh & Sons. 

'Manufacturers’ reply 

THE JEM REFRIGERATING CO. 

Freezing Lane, 

Bombay-400 003. 

22nd May, 1983. 

Messrs Singh &. Sons, 

*6, High Street, 

"Jullunder. 

Dear Sirs, 

Thank you for your letter dated 19th May. It is gratifying to 
learn that you are pleased with our Jem refrigerators. We agree 
'■with you that these models should sell well in your area. 

We are also agreeable to your suggestion that a sole agency 
should be given. As we feel that our products could not be 
'■entrusted to a better firm than yours, we have instructed our 
representative Mr Gehi, to call on you next week. Mr Gehi will 
• set before you our usual terms and conditions for the granting 
■of such a sole agency. Looking forward to a rewarding and fruit- 
tfiil ftelationship, we are, 

Yours faithfully, 

The Jem Refrigerating Co. 

[Letter of Confirmation of Agency 

THE JEM REFRIGERATING CO. 

Freezing Lane, 

Bombay-400 003, 

3rd June, 1983. 

'Messrs Singh & Sons. 

<6, High Street, 

'Jullunder. 

‘Dear Sirs, 

We are happy to learn that your talk with Mr Gehi, our 
■representative, was fruitful. This letter is, therefore, to confirm 
the agreement reached between you and him last week. We look 
•forward to a cordial and rewarding association. 

.25/B.C. 
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Before the contract is drawn up for signature we would lib 
to mention again, to avoid misunderstanding, the main terms ot 
the agreement. 

1. Your firm will operate as Sole Agents for Jem Refrigerators 
for a period of five years from the date of the contract. 

2. You shall receive for this a total commission of ten per 
cent on all sales effected by you. 

1 You undertake not to handle or sell refrigerators of any 
other manufacture, type or model for the stipulated period. 

4. You will render us a detailed account of sales every second- 

month and accept our drafts on you for this purpose. 

We shall appreciate receiving your letter confirming your. 
Accentance of the above-mentioned terms as soon as possible. 

1 Yours faithfully, 

The Jem Refrigerating Co< 

Fxnortcr’s Offer of an Agency 

p THE SANDALWOOD IVORY WORKS 
4, Museum Street, 

***** 21st October, 1983 

The Pushing Enterprises, 

7, Go-Getting Street, 

.London (N. W.) 

■ , Dear Sirs, _ . ' 

Over the last five years there has been an increasing demand- 
in your country for curios and ornamental articles. This has 
made us decide to appoint an agent to look after our export trade 
in your country. 

Our market research shows us that with enterprising agents 
looking after our interests, the enormous market potential in- 
your country can be tapped. As we have received several atcellent 
reports of your organization we are approaching you first. 

yX/ e are prepared to offer you a sole agency with a large 
initial stock on a credit of six months. All further supplies could 
be invoiced to you at 10 per cent below export list prices with 
an arrangement for payment by quarterly drafts. 

In case this offer interests you we shall thank you to send 
us an early reply. For your ready reference we enclose with this 
letter our booklet which will give you an idea of the range of 

articles manufactured by us. . 

Yours faithfully, 

Y. Z. Mehta, 
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Reply to the Foregoing letter 

THE PUSHING ENTERPRISES 
7, Go-Getting Street, 

London. (C.) (N. W.) 

30th October, 1983 

Mr. Y. Z, Mehta, 

The Sandalwood Ivory Works, 

4, Museum Street, 

Bangalore. 

Dear Sir, 

It was gratifying to learn from your letter dated the 21st 
October that you hold such a good opinion of our organisation. 
Thank you for the confidence you have shown in us and for 
approaching us first. 

We agree with your statement that there is an increasing 
demand for sandalwood and ivory articles here. For this reason 
and owing to the absence of competition for the same articles we 
are prepared to accept your goods on an agency basis for a trial 
period of one year. We would, however, stipulate that you sho u ld 
b ack u$ w ith a go od amount of ad yert i s ingliLthe first si x months. 
The public in general is not aware of your products and our 
present scope of advertising would be inadequate to publicize 
commodities of such an unusual nature, 
j We are eagerly awaiting your reply. 

J Yours faithfully, 

The Pushing Enterprises 

Principal Offers Agency 

THE PERSOAP CO. LTD. 

Fragrance Street, . 

Bombay-2. 

. 'a ■ > ■ 7th May,:-1983 

The Proprietor, 

Consumers Stores, 

M. G. Road, Bangalore. 

Dear Sir, . 

We are looking for dealers to act as sole selling agents for 
our soaps in your state. As you are a reputed dealer, whose name 
has been, specially recommended to us, we are addressing this 
letter to you. 

We are confident that you will be able to do a good selling 
job for us and as our soaps are high quality, low-priced products 
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we can have a profitable association over the years. The enclosed 
catalogue and price list will give you complete information about 
our products and the rates of commission, etc. Our soaps meet 
the requirements of low-income and high income consumers and 
we have special price ranges for rural consumers. We are sending 
by registered post a package containing samples of the different 
types of soaps manufactured by us. 

In case you wish to start with a trial order, do write to us 
and we will help you all the way. 

Yours faithfully, 
The Persoap Co. Ltd. 

Letter to an Agant on Account of Poor Sales 
THE CUTLERY CO. LTD. 

Glassware Street, 

Bombay-400 003. 

22nd November, 1984, 

P, N. Deshpande & Co. 

10, Shambaji Lane, 

Nasik. 

Dear Sirs, 

We are unhappy to note that for the last few months your 
sales have shown a sharp decrease. While we realise that market 
, conditions throughout the country are poor, we are also compelled 
to note that nowhere else have sales fallen so steeply as in your 
area. 

As it is the policy of our organisation to help and guide our 
agents as much as we can, we are requesting you to submit a 
detailed report on the transactions on your side. By putting our 
heads together we may be able to evolve a strategy and find 
some way to restore sales to the old level in your area. 

We hope you will appreciate the value of such a report sent 
by you to us and we look forward to co-operating with you in 
boosting our sales. 

Yours faithfully, 
The Cutlery Co. Ltd. 

Reply to the Above 

P. N. DESHPANDE & CO. 

10, Shambaji Lane, 

Nasik. 

26th November, 1984 

The Cutlery Co. Ltd., 

Glassware Street, 

Bombay-400 003. 
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Dear Sirs, 

We regret to note that you are dissatisfied with our efforts 
to sell your glassware in the last few months. Your request for 
a detailed report surprised us not a little as the fall in sales has 
been brought about by your refusal to co -operate with us and 
accept our suggestions. 

On the basis of our knowledge of local conditions we had 
advised you, as early as March 1983, to change your advertising 
pattern for this region. The Fine Glass Co. and The Excellent- 
Glass Co. have launched dynamic sales campaigns in Marathi and 
Hindi newspapers. Your company’s unwillingness to advertise 
through this medium and to persist in advertising in poorly 
circulated English newspapers and journals had forced us to lag 
behind in the race with our rivals. If sales have been maintained 
at the present level over the last few months, it is mainly due to 
the local reputation of our firm and the persuasive talent of our 
salesmen. It is therefore not quite fair on your part to put the 
.blame for poor sales on us. 

j Yours, faithfully, 

J P. N. Deshpande &. Co. 

Letter refusing offer of an Agency 

THE PROBITE MIXER CO. LTD., 

Fruity Street, 

Bombay-400 003. 

4th August, 1983. 

The Proprietor, 

Utensils Stores, 

Mixer Lane, 

Jabalpur. 

Dear Sir, 

It was gratifying to find that you are interested in our Probite 
Mixer. We would be glad to consider granting a sole agency to 
a well established 'Stores’ like yours but have to inform you that 
we are already represented, quite to our satisfaction in your state. 

We have carefully filed, your application and shall certainly 
contact you in "case we make fresh appointments, of a gen t s in th e 
future. You will be interested to know that we are in the process 
of placing in the market our new metal water filters with specially 
processed wax candles. We enclose our brochure for this as we 
are certain that this will interest you and your customers. 

Yours faithfully, 
The Probite Mixer Co. 
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Letter Terminating Agency Agreement 

THE STYLEX CORPORATION 
Manufacture Street, 

Bombay-400 016. 

1.9th September, 1983 

Mr. P. R. Parilch 
33, Agency Street, 

Ahmed a bad. 

Dear Sir, 

The tone and contents of the last few letters exchanged 
between us makes it clear that we have failed to arrive at a 
suitable adjustment for the working of the agency. In view of 
this fact you will agree that it will be to your benefit and ours ir 
the present agency arrangement between us for sale of our Stylex 
Hangers is discontinued. 

We wish to assure you, however, that we fully appreciate 
the co-operation you have given us in the last five years and we 
are thankful to you for pushing our products in and around 
Ahmed abad so efficiently. We truly regret that this mutually 
profitable association could not be continued for a longer period. 
We hope that with conditions being more favourable, we shall be 
able to re-establish our business relationship at a future date. 

Very truly yours, 

The Stylex Corporation, 
Chairman 

j Letter Announcing the cancellation of an Agency 

| THE MAYFEX CO. LTD. 

I 7, Hanuman Street, 

Fort, Bombay-1. 

' 5th June, 1983 

Messrs Prabhu & Das, 

7, M. G. Street, 

Trivandrum. 

Dear Sirs, 

This is tp inform you that owing to unavoidable circumsta¬ 
nces it has become neccessary for us to withdraw out Agency 
arrangement with Messrs Achari & Jose of Trivandrum for 
Kerala State. You are therefore requested not to contact them 
in case you wish to obtain any of our products. 
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Negotiations are under way for the appointment of other 
agents for your state and we hope to able to inform you their 
name and address before the 15th of June. Till such time as 
'the agents are appointed we request you to send your orders 
directly to us and assure you that your orders and inquiries will 
receive our prompt attention. 

We apologise for the incovenience caused to you and request 
•you to bear with us for a short period of time. 

Yours faithfully, 

THE MAYFAX CO. LTD. 

REVIEW QUESTIONS 

'1, Draft an application in reply to the following advertisement: ‘Wanted publi¬ 
city agents to get advertisements for The New Look Garments on commis¬ 
sion basis. Apply, giving references, to The New Garment Company, 32 
Gbodbunder Road, Santa Cruz, Bombay,” 

2. You have accepted an application for a sole agency for Kerala state from 
the Excellent Trading Company for your cosmetic products. Draft a suitable 
letter. 

3. Messrs Pujari & Sons want agents for their domestic appliances in Maharashtra 
state. Write a persuasive letter to them offering your services as sole agent. 

4. Write a tactful letter to your agents in Bihar pointing out that sales of your 
products in that state have fallen steeply in the last year. Draft a reply as 
from the agent in Bihar explaining the cause of the decline in sales. 

5. The Faster Bargain Co. Ltd. apply for the sole agency for Nagpur city to 
the Plastic Toy Company, Bombay. They specify the commission expected, 
indicate the forms of payment, and give trade references. Write the letter 
from them. 

•6. Messrs Shah & Sons, Poona, have applied for sole agency of Maxi Products, 
manufactured in Calcutta. Draft a letter from the Maxi Corporation agree¬ 
ing to the terms suggested by Shah & Sons on the condition that they do 
not sell competing lines. 

7. As the agent in Sholapur of the Bombay Cloth Manufacturing Co draft the 
letter you would send to your principal drawing his attention to frequent 
delays in forwarding goods and show how this is certain to be reflected in 
poor sales. 

8. Draft a tactful letter to an agent whose sales performance is excellent but 
’ who is inclined to deduct too much from the account sales by way oi 

expenses on telegrams, etc. 

•■9. As the principal draft a letter to your agent in Madras terminating the 
agency agreement as you are about to enter a new line of business. Thank 
him for the co-operation and help that he has given you. 

30. Why is it said that a letter requesting an agency reads partly like a sales 
lettered partly like a letter of application ? 
dll. Mention the different types of agents and how they are rewarded for their 
work. 
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32. What are the points to be borne in mind while drafting letters of agency? 

13. Write short notes on the following: 

(i) Del Credere Agent. (B.U. B.Com. June 1979). 

14. Messrs Goswami and Sons, Bombay are not satisfied with the sales perfor¬ 
mance of their agent in Madras. Write on their behalf asking the agent 
for a full report on the matter and what steps he proposes to take to 
improve sales. Point out tactfully that business between them cannot be 
continued except on a higher level of sales. (B.U. B.Com, May 1980) 

15. Pilkington Limited wish to appoint a sole agent in Bangalore for the sale 

of their fibreglass crash helmets recently introduced to the trade. Write their 
letter to a distributor in Bangalore offering hint the agency. State the agency 
terms. (B.U. Dec. 198(1) 

16. Your agent at Nagpur has not been able to increase the sales of your 

electrical goods in his territory, in spite of repeated requests to improve the- 
business. Draft a letter terminating his agency. (B.U. April 1981)' 

17. Messrs Hemchand & Sons, Commission Agents, Jaipur, are not satisfied 
with your agency terms. Write a letter offering them better terms. 

(B.U. S.Y.B.Com. April 1982) 

18. Messrs Lirnaye and Mhatre (Pvt.) Ltd. Pune, have asked for credit facilities. 
You have come to know from their references that their credit worthiness- 
is not satisfactory. Write a tactful reply inducing them to buy on cash basis. 

ty.U. S.Y.B.A. April 198') 

19. The International House of Scents, Bombay, wisl)' to extend their trade in 

perfumes in Saudi Arabia and write to Mevnco Agencies, Jeddah, offering 
to send consignments at quarterly settlements and a commission of 15% oil 
sales, Draft their offer. (B.U. S.Y.B.A. April 1981) 

20. On behalf of the Himalaya Engineering Works Ltd., New Delhi, draft a 
letter to their agents in Ahmedabad, informing them about the termination 
of agency after the expiry of the present contract. (B.U.,S.Y.B.A, May 1982)' 
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Despite the Indian Government’s curbs on imports, our 
country is far from self-sufficient in non-agricultural goods and,, 
therefore, the import of these commodities is still very impor¬ 
tant. Correspondence relating to import trade therefore, is am 
essential part of the student’s study. When an importer deals 
directly with a foreign manufacturer the correspondence takes 
the usual form of inquiry, quotation, acceptance and order. The 
only additional factor that the student will have t 0 ‘ note is ship¬ 
ping terms and terminology as goods usually arrive by ship. 
The following terms are often used while quoting’ prices: 

F. 0 . B. .'-(Free On Board) This means that the manufac¬ 
turer incurs the expense of packing, carriage, dock charges and! 
all other expenses till the goods are put on board the ship. 
Once the goods are put on board the ship the freight is paid by 
the importer or buyer. 

F. A . S. /-(Free Alongside Ship) This means- that the manu¬ 
facturer bears all expenses and charges for delivering the goods- 
at the docks. The buyer must bear the expense of loading the- 
goods on the ship and freight. 

C. & F. .'-(Cost & Freight) This means that the price in¬ 
cludes the cost of the goods and all expenses of delivering them' 
to the port of destination. Marine insurance,, must be arranged* 
for by the importer. 

C.I.F. ;-(Cost, Insurance & Freight) Here the price includes ■ 
the cost of insurance too. 

Franco or Rendu Free Price means that the price includes 1 
cost, insurance, import duty and conveyance to the- door of the- 
buyer. 

Ex-ship :-is a kind of Free Price. The buyer Has to pay alb 
expenses of conveying the goods away from the ship. 

Landed price .'-Here the exporter (seller) undertakes to>pay all" 
expenses upto the point of discharge. 

Duty paid Mn such quotations the price includes the import- 
duty, as part of the selling price. This may or may not cover- 
warehousing expenses. 
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Indents 

The term indent refers to orders from abroad. It is used 
'when orders are placed through agents or exporters who specia¬ 
lise in shipping procedure. An Open Indent is one in which the 
.agent receiving the order is free to obtain goods from any 
source he considers fit. A Closed Indent is one in which the 
.agent has received specific instruction from the foreign buyer 
about the source from which the goods are to be purchased. 
The Indent Business 

Not all importers are in a position to deal directly with 
■ foreign manufacturers or sellers. For various reasons they prefer 
' to deal through middlemen who charge a commission for their 
services. This had led to the growth of large Indent Houses in 
India and abroad. These Indent Houses specialise in shipping 
procedure and have a specialised knowledge of foreign exchange 
transactions. An ‘'indent” often means a letter from a local 
merchant instructing the indent firm to order goods from a 
foreign country on account, at his risk and on specific terms 
and conditions. 

Shipping Procedure 

When a ship arrives at its destination the importer has to 
attend to certain formalities before the goods are released to him. 

First he has to get an Endorsement for delivery on his Bill 
, of Lading (B/L) from the agents of the shipping company. >1 
Bill of Lading is a non-negotiable document in which details of 
the shipment have been filled in. Usually three copies of. the 
B/L are made, one copy is given to the exporter, one is retained 
by the shipping authorities and the third is handed over to the 
importer when the goods are delivered. 

Next, the importer has to satisfy the Customs Office by sub* 
mitting a Bill of Entry Form and an Application To Import 
i Form. Upon presentation of these along with dock charges the 
1 ‘ Customs Office allows him to take the goods away. These form¬ 
alities are very time-consuming and intricate. Many importers, 
therefore, prefer to entrust this work to Clearing Agents. As 
•indicated in the last chapter, Clearing Agents are specialists in 
shipping procedure. 

Procedure for Export: 

The Indian Government encourages exports as they help to 
. earn foreign exchange for the country. It has started various 
■.trade and industrial bodies to help export promotion and it 
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; gives many concessions and benefits to traders who export. 
"Given below is the procedure the trader will have to follow in 
■order to export goods. 

After the sales letter has been sent, inquiries received, 
quotations confirmed, the goods are ordered. Prices are usually 
‘quoted in dollars or pounds sterling while insurance is taken 
in rupees. 

If the price is in C.I.F., it will include cost, insurance and 
•freight. If the buyer insists on having the goods insured within 
jhis country, the quotation will naturally be C.&.F. In such cases 
the seller should ensure that the goods are insured before they 
leave hisgodown. , 

Some goods are listed as requiring the permission of the 
"Chief Controller of Imports &. Exports for sending out of the 
country 7 . After this export licence has been obtained (where 
■necessary) the exporter should approach a shipping company 
and apply for shipping space. If the application is accepted then 
the company issues a Shipping Order. The Shipping Order is a 
■written communication to the captain or commander of the 
ship to accept goods as specified in the Order. A copy of the 
■order is sent to the captain and the original is sent to the 
exporter as it constitutes an important shipping document. A 
Shipping Advice, (as different from an Order), is a letter sent 
■by the shipping company to the exporter informing him that he 
may send his goods to the ship. 

The next step is to get the cargo weighed and if necessary 
•obtain a certificate of the weight of measurement from the 
Measurement Department of the Chamber of Commerce. After 
the cargo has been loaded on the ship either directly or through 
the Port Authorities a Landing Slip is obtained. Jhe officer of 
■the ship will then issue to the exporter a Mates Receipt. The 
•exporter also prepares a Bill of Lading in duplicate and appro¬ 
aches the Reserve Bank Exchange Control Department to arrange 
•receipt of money for the goods. 

The above is only a brief account of the various steps 
involved in exporting goods. In actual practice the procedure is so 
■complicated that most exporters entrust the whole task to speci¬ 
alists in the field who are known as Forwarding Agents. 

The Bill of Lading is an important shipping document. After 
the goods or cargo has been loaded on the ship and the Mate s 
Receipt has been obtained, the shipping company issues a Bill 
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of Lading (B/L), The Bill is issued only after the exporter pays- 
the freight and ''presents the Mate’s Receipt. The Bill is then. 
sent by the exporter to his foreign client who on the strength 
of it can claim and take possession of the goods at the port of 
destination after paying customs and port dues. The Bill mem 
tions the exporter’s name, number and description of the cargo, 
the markings on the packaging, the importer’s name and the- 
country to which he belongs.. The Bill is signed on behalf of 
the shipping company. 

The Letter of Credit is one mode of effecting payment in 
international trade. It is arranged with the help of banks in, 
both countries. The foreign importer who wishes to open such 
a credit approaches a banker in his own country and requests 
him to give him a letter to the exporting party in India. The 
banker gives the letter against proper security. The letter autho¬ 
rizes the exporting party in India to make shipment and to- 
draw the bill of exchange on the banker up to the amount 
mentioned in the letter. The banker on his part agrees to- 
accept the bill and pay on the due date. If the banker agrees 
to accept bills drawn according to the L/C without condi¬ 
tions, the document is known as an Open Letter of Credit 
or a Clean Letter of Credit. If, however, the banker makes a 
condition that the bill of exchange must be accompained by 
documents of title to the goods then the L/C is known as a 
Documentary Letter of Credit, 

The Certificate of Origin is frequently printed on the back, 
of invoices. The issuing authority is a Chamber of Commerce or 
the Customs House at the time the goods are entered. The 
certificate testifies the origin of the goods exported. These 
Certificates are vital when there are trade agreements between, 
countries by which the merchants can benefit or gain a substan¬ 
tial concession, To obtain the benefit or gain the concession, 
the origin of the country has to be proved. 

Consular Invoices are issued by the Consul of the importing 
country for a nominal fee. The Consul certifies these Invoices- 
in three copies. One is sent to the shipper, another to the 
customs authorities at the Port of entry and the third is 
retained by the Consul himself. It is a device by which the 
government of the importing country inspects the goods im 
advance so that the customs authorities will save their effort to- 
inspect the cargo at its destination. 
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A Sampling Order is a document that authorises the bro¬ 
ker who looks after sales to enter a godown or warehouse and 
take away samples so that he may be able to organise his sales 
■campaign properly. The S/O is sent by the importer along with 
his letter to the broker. The S/O is obtained from the owner 
of the godown or warehouse. 

Certificate of Quality: Sometimes the importer needs an 
authenticated certificate of quality from the exporter as a con¬ 
dition for accepting the goods. In such cases the importer 
takes the help 'of some international agency like the General 
Superintendence Company of the U.S.A. which has offices in 
most countries. They are invited to inspect the goods for quality 
and issue a certificate for a prescribed fee. 

Documentary Bills are Bills of Exchange which are attached 
to invoices, Bills of Lading, Insurance Policies or other shipping 
■documents. A Documentary Bill may be: “Documents against 
Acceptance’ (D/A) or it may be: “Documents against Payment ” 
■(D/P). -In the case of D/A bills the shipping documents are atta¬ 
ched to the bills and handed over to the importer when he 
accepts the bill. In the case of D/P bills the shipping documents 
ate attached to the bills and handed over to the importer only 
when he pays the bills. 

E. C. G. C. The Export Credit and Gaurantee Corporation is 
a body set up by the Government of India to guide exporters. It 
helps exporters by (a) covering commercial and political risks, (b) 
covering risks arising in the development of new export markets. 
For the services that it renders the corporation charges a small 
fee. It has its head office in Bombay and two other offices in 
Madras and Calcutta. 

sent to foreign party 
THE TRACTOR MAKING CO. LTD. 

Tractor Estate, 

Bhilai 

8th April, 1983 

Mr. Chink Ka Woo, 

Estate Manager, 

Large Farm Estate, 

■Opel, Singapore. 

Dear Sir, 

I am happy to quote prices to you again. My company counts 
-you as one of our best overseas customers and I am certain we 
•will be able to continue doing business as in the past. 


•Quotation 
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You have inquired about the price of our small sized tractors, | 
The price of each tractor is Rs. 1,50,000/-, i.e. $ 18,750 at current f. 
rates. You will be eligible for our usual discount of 3% if pay- ; 
ment is made within fifteen days of delivery. I would like to add 
here that our prices are going up by about 5 or 6 percent in 
the next three months. 

I can arrange to have the tractors shipped to you within five 
days of the receipt of your order. The voyage time is usually 
three weeks, as you know. As in the past I will make ai the \ 

shipping arrangements here in India, including insurance of the 

cargo. 

I look forward to receiving your order soon and assure you J 

that you will be supplied with guaranteed, quality machines. 

Yours faithfully, • 

Manager I: 

, Direct Inquiry from Buyer to Manufacturer 
J MEHTA & CO. LTD. 

Income Street, |; 

Bombay-400 032. -| 

3rd March, 1983 | 

The Machine Parts Co. 

Manchester, 

UK. t 

Dear Sirs, j. 

We have seen the advertisements of your Mini-Mobile Tractors | 
and feel confident that they will prove very popular with our f 
agriculturists here. We have written to the Government of India | 
and the Reserve Bank for permission to import. In view of the j 
fact that your machines are multi-purpose, efficient and highly 
mobile, we expect to receive a favourable reply. 

Our firm is well established and has a net-worlc of branches 
throughout India. We are in a position to place very large orders- 
subject to government permission being granted. For our financial i 
standing we would refer you to (1) Messrs Thopkon & Propkon . 
Steeler Street, Manchester, and (2) Convoy Condry & Co., 212, 
Oldham, Birmingham, who have been doing business with us for j, 
more than ten years. 

If you are interested please send us your quotation for an 
initial consignment of 100 tractors. 

Yours faithfully, 
Mehta &. Co. Ltd. 
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Manufacturer’s Reply to Importer 

THE MACHINE PARTS CO 
Steelcrete Street, 

Manchester, U. K. 

15th March, 1983". 

Mehta & Co. Ltd., 

Income Street, 

Bombay-400 002. 

India. 

Dear Sirs, 

Thank you for the interest you have shown in our Mini- 
Mobile Tractors. We feel that they are ideally suited to Indian, 
conditions. 

Our catalogue price (see enclosed literature) is C 1450 per 
tractor. But in view of the fact that your first consignment is of 
hundred tractors, we are prepared to offer you a discount of 10 : 
per cent on the catalogue price. The price quoted includes pack¬ 
ing charges and is Delivery Free Manchester. 

Please send us your final order as soon, as you receive per¬ 
mission from your government and also let us know the manner 
in which you wish to effect payment. 

Very truly yours, 
Machine Parts Company.. 

Final Order Placed by Importer 

MEHTA & CO. LTD. 

Income Street, 

Bombay-400 002' 

2nd April, 1983 

The Machine Parts Co. f 

Steelcrete Street, 

Manchester, 

UK. 

Dear Sirs, 

Ref: Our Letter dated 3rd March for M. M. Tractors. 

We are happy to inform you that we have just received per¬ 
mission from the Reserve Bank for importing the first consignment 
of a hundred tractors. 

We accept your price of £ 1450 for each tractor as quoted in your 
letter of the 15th March. The price is Free Delivery Manchester.' 
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and includes packing charges. Insurance, we presume, will be 
. arranged for by, you. 

Regarding our mode of payment, you may draw a sight bill 
. ,on us through our bankers and we shall be happy to honour it 
. on presentation. Please mark the packages as per the enclosed sheet. 

Yours faithfully, 
Mehta &. Co. Ltd, 

"Enel: Package Marking 

Letter to Inform of the Despatch of a Consignment 
THE MACHINE PARTS CO. 

Steelcrete Street, 

Manchester, U. K. 

15th April, 1983 

'Mehta & Co. Ltd. 

Income Street, 

Bombay-400 002. 

Dear Sirs, 

You must have received our letter of the 10th April confirm¬ 
ing your order for 100 M.M. Tractors of 2nd April, 1983. We ate 
pleased to inform you that the tractors were despatched on 14th 
April, 1983 by S. S. Cokin, The ship is scheduled to reach Bombay 
..on 29th April. 

Packing: The tractors have been packed in 100 cases. 

... Marking: The packages have been marked as required by you. 


M 



BOMBAY 


The relevant shipping papers have been handed over to the 
' National &. Grindlays Bank. 

Please let us know if the consignment artives safely on the 
due day, 

Yours faithfully, 

The Machine Parts Company, 
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iLetter.to Agent for shipment and sale 

THE TYPEWRITING CO. LTD. 

Ribbon House, 

7, Type Street, 

Bombay-2 

7th September, 1983 

'Mr. K. Broker, 

7, Needlethread Street, 

'Muscat, 

'Dear Sir, 

We have despatched 50 typewriters X Model by the S. S. Jal'da 
'which left Bombay on 6th September. The necessary Bill of Lading 
•and Insurance Policy are enclosed with this letter. 

The Model machines are the latest and have been pre-tested 
-at our factory. We are confident that you will have no difficulty 
•in selling these despite competition from European firms. As they 
.■compare ^favourably with the best foreign machines we expect 
•you to sell them at the best possible price above invoice price. 

Please credit our account with the Lloyds Bank, Muscat, after 
■deducting your usual commission of 1% and del credere at.. 2%. 
"We hope the consignment will arrive safely and in good condition 
■ias we have taken the utmost care in packing at our end. 

Yours truly, 

For THE TYPEWRITER CO. LTD. 


Manager. 

Wetter for Export Credit 

THE GOOD TRUST COMPANY OF NEW YORK 
Foreign Department 

MAIL TO 

EXCEL BANK OF INDIA 

'This refers to your cable of 30th 
"We have sent the sum $ 3,00,000 
■(reinstatements asides in your 
i account to cover payments to be 
imade hereunder.) 

’We have charged your account $ 1,50 

representing our 1/20% confirmation commission. 
226/B.C. 


LTD. BOMBAY, INDIA. 

New York, January 2, 1982 
December, 1982. 

On all communications 
please refer to 

EXPORT CREDIT NO. C 6156 
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Dockford Screw Products Co. 

Howard St. 

Chicago, Illinois 
Gentlemen : 

Reference is made to our letter to you of Jiily 21, 1982, 
advising you of the establishment of our above mentioned credit, 
in your favour for account of Godrel Bolce Manufacturing Co, 
Ltd., Bombay. 

1. Credit is available for about 9 (nine) tons screws. 

2. Shipment date extended to March 31, 1982, therefore, bills 
of lading are to dated at the latest March 31, 1982. 

3. The validity of the credit is extended to expire in New York 
on March 31, 1982. 

All other terms and conditions to remain as previously advised 
to you. 

Yours very truly, 
Authorised Signature 

Authorised Signature_ 

Letter Offering Agency to a Foreign Firm 

THE BOMBAY HANDICRAFT EMPORIUM' 

Carving Street, 

Bombay-400 002. 

8th December, 1983. 

Messrs Artson & Craftson 
5, Needlethread Street, 

London. 

Dear Sirs, 

Your name has been recommended to us by the Inter Con¬ 
tinental Trade Bureau. If you accept the offer contained in this 
letter our search for a reliable and dynamic agency in the U.K, 
will be over. 

We deal in a wide variety of handicraft articles as the en¬ 
closed literature will inform you. Our products are well known 
in India and in the last three years have found a very good 
market in the U.S.A. and Canada. Our experience in these count¬ 
ries has encouraged us to make an effort to widen the market 
and push sales in your country. 

The terms on which we would like to grant a sole agency 
to you are as follows: 


403 


Letters Concerning Foreign Trade 

(i) The cost of advertising in the U.K. must be borne by 
you. 

(ii) We undertake to bear all costs that you may have to 
incur for clearing and storing goods sent to you on a 
consignment basis. 

(iii) You shall be allowed a commission/discount of 18 per 
cent on the sale proceeds. 

(iv) The mode of payment shall be effected by our drawing 
D/P hills, amounting to one-fourth of the cost consigned 
to you. You should, while despatching your Account 
Sales, arrange to deposit the balance to our credit in 
Lloyds Bank, London. 

If this offer interests you, do write to us. We are open to 
consider any modifications you may have to the terms and con¬ 
ditions mentioned above. 

Yours faithfully, 

The Bombay Handicraft Emporium 
Letter to Indent Firm placing Order 

THE KNICKNAC COMPANY 
67, Curio Street, 

Ontario, Canada 

8th December, 1983 

Messrs Prabhu & Pai, 

76, Ballard Estate, 

Bombay-400 001. 

Dear Sirs, 

In recent years there has been an increasing demand for 
Indian curios and handicrafts in Canada. We are interested in 
marketing sandalwood articles which we understand are best found 
in your Mysore state. 

As we have never dealt with these articles before, we leave 
it entirely to you to pick and choose the varieties available. The 
cost of the articles should not be more than $ 700. 

We shall accept a draft through the Montreal Bank for the 
amount specified by you. We shall be happy to grant the usual 
commission of 6 per cent on the transaction. 

Yours faithfully, 
TheKnicknac Company. 
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Letter Enclosing Order 

THE PRIXEL CORPORATION 
75, D. Naoroji Road, 

Fort, Bombay 400 001. 

7th December, 1983 

Mr. P. K. Nariman, 

86, Killick Road, 

Ballard Estate, 

Bombay, 

Dear Sir. 

This has reference to the telephonic conversation we had a 
few days ago about marketing the consignment of Cassette tapes, 

I have just received intimation that the consignment has arrived 
on board SS Vijay and the consignment has been stored at Wharf 
No. 2, Princess Dock. I am enclosing a sampling order and 
hope that you will give this consignment the same personal 
attention while preparing the sales as you have given to our con¬ 
sign ments in the past. 

Yours faithfully, 

P. L Puri 

' Manager 

End : S/O 

REVIEW QUESTIONS 

1, The Sewing Machine Co., New York, is seeking an agent in Mysore. They 
have been advised to approach Messrs Prabhu & Pai, Bangalore, and there¬ 
fore write to them a persuasive letter showing how their sewing machines 
are superior quality products. Draft the letter. 

1 The Lipstick Co. Tokyo, has received an application from Messrs Sardar 
Singh, Bombay, requesting that they be appointed sole agents for India. 
Write a favourable reply on behalf of the Lipstick Co., stating terms and 
conditions. 

3. Place an order with a manufacturer of plastic products in Japan. In your 
letter mention the quality, variety and quantity of goods required and also 
the mode of transport and payment. 

4. The Cotton Co„ Ahmedabad, sends, 669 bales of cotton to Messrs Weavers 
& Sons, London. Write a letter as from the Cotton Co. advising shipment 
of bales, enclosing B/L and requesting them to pay freight on arrival. 

5 . Messrs Pots & Co„ New York, write a letter to Marattha Trading Co., 
Bombay, advising them of the despatch of 12 crates of tinned strawberry 
jam. They enclose the invoice and the relevant shipping documents, which, 
they say, have been sent to the Central Bank of India with a D/P, Draft 
the letter for them giving alt the relevant information 

6. The Trading Corporation places an order with an indent firm in Japan fo r 
500 plastic transistor-taperccorders, 600 ladies* folding umbrellas and 800 
portable typewriters. Draft the Indent with full instructions. 
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7. You have received a letter from a firm in Canada asking for quotations of 
different varieties of Indian tea. Draft a suitable reply. 

9, Write short notes on: 

(a) The role of agencies in Foreign Trade. 

(b) The need for Indent Firms 

(c) Modes of payment in Foreign Trade 

(d) Bills of Lading 

(e) Sampling Order 

(f) c. i. f. and C. F. 

(g) Mate’s receipt 

(h) Letters of Credit 

(i) Certificate of Origin, 

9. Write short notes on the following: 

(i) F. O. B. (B.U, B.Com. June 1979) 

(ii) Bill of Lading (B.U. B.Com. June 1979) 

10. Inform Messrs. Gunawardane and Co., Colombo, Sri Lanka, that you have 
despatched 3 cases of stainless cutlery. Enclose the invoice and write that 
the Bill of Lading and Insurance documents have been handed over to the 
bank who will release them against payment of invoice, 

(B.U. B.Com. May 1980) 

11. The United Exporters, Bombay wish to extend their trade in leather goods 
in West Germany and write to Helmuth Agencies, Berlin, West Germany 
enclosing catalogues and price lists and offering to send goods on consign¬ 
ment, with monthly settlements against acceptance of drafts at sixty days. 
They also suggest a commission of 10% on gross sales. 

(B.U. B.Com. Dec. 1980) 

12. Indian Carpets Ltd., Worli, Bombay, advice Rosecore Carpet Company, 
Nev York, of shipment of carpets according to specifications. The docu¬ 
ments have been sent to State Bank of India, New York. 

(B.U. B.Com. April 1981) 

13. Messrs John Harrison & Co., New York, have entered into a contract with 
you for the supply of certain chemical and pharmaceutical products. As a 
direct importer, write a letter to them ordering your requirements and giving 
them detailed instructions regarding shipping, payment, packing, insurance, 
etc, of the consignment. Ask them to confirm your order. 

(B.U.F.Y.B.Com. April 1982) 

14. Messrs Johnson & Kennedy, New York, U.S.A., have placed an order with 

you for handloom sarees. Write an advice note informing them about the 
shipment of the consignment. (B.Y., S.Y.B.A. April 1981) 

15. The Taj Emporium, Bombay, enquire with Thatcher & Sons, London, for 
crockery worth 2000 pounds. Draft their letter giving detailed information. 

(B.U. S.Y.B.A, May 1982) 










13 INSURANCE CORRESPONDENCE 



Man, in spite of his great achievements in the field of science, 
has still very little control over factors that can harm him or his 
possessions. Fire, storm, accidents and unforeseen calamities 
continue to trouble him and make his power of possession over 
property hazardous and uncertain. It is to guard against these 
forces and the possibility of loss that modern man has invented 
the device of insurance. The Encyclopaedia Britannica has, in a 
rather inspired fashion, described Insurance (Assurance) as “the 
practical device by which civilized man protects himself against 
the contingencies of life.” 

Insurance is an agreement or contract between the Insurer 
(one who undertakes to make good the damage done) and the 
Insured (one who fears loss or damage) by which the former urn 
dertakes to indemnify the latter in the event of loss or damage 
for a consideration (premium). The objects insured and the ex¬ 
tent of insurance are always clearly mentioned in the contract. 
Considering the fact that the premium paid is always a very small 
amount compared to the value of the goods, one may well ask 
what the Insurer gains by such a transaction. The answer is that 
the Insurer has a great deal to gain, for it should be remembered 
that for every hundred ships insured the chances are that, in re¬ 
ality, only one or two might sink or be damaged, or for every 
hundred persons insured against accident only three or four are 
likely to be really injured. And therefore against the few thou¬ 
sands that they have to pay for actual loss, the Insurer gains 
■several thousands by way of premiums. 

The law does not allow people to make a profit by getting 
themselves or their goods insured. It is for this reason that the 
usual business law "caveat emptor" does not operate here and 
absolute honesty is a precondition to valid insurance contracts. 
Only a person who owns a property or asset can insure it. You 
cannot insure other people’s assets. This is known as insurable 
interest. The assured party is expected to give full and truthful 
information about the insured subject. If any material facts are 
concealed, and this is subsequently found out and proved then 
the contract can be invalidated. Utmost good faith is essential as 
the main purpose of insurance is only to eliminate risk and no rt 
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■to make a profit. It is for this reason that only those who have 
an insurable interest are allowed to enter into contracts of Insur¬ 
ance. The principle of Indemnity governs all insurance contracts. 
The insurance company agrees to make good the loss (indemnify) 
that has actually been suffered and which has been covered by the 
policy. To over-insure or under-insure, therefore is of no benefit. 
iFrom the above mentioned it can be concluded that the three 
basic principles of Insurance are (a) Good faith, (b) Insurable 
interest-(c) Indemnity. 

FIRE INSURANCE 

A person who wishes to insure his goods or property against 
■the risk of fire must apply to the insurance company giving full 
iparticulars on a “proposal form’’. The company after examining 
'the proposal will send its inspector to inspect the property or 
goods. Upon receiving the report of the inspector the company 
.decides whether to accept the proposal or not. If the proposal 
is accepted a premium is fixed and a Cover Note is issued to the 
assured party. A Cover Note is an undertaking in writing to 
cover the risk till the actual policy is prepared. 

A Fire Policy, being a personal contract between a party with 
an insurable interest and the insuring company, cannot be assign¬ 
ed to anyone. In the event of a fire taking place the claimant 
must inform the company and file his claim within fifteen days. 
The company may send its “surveyor” to assess the actual loss 
before payment is made, If there is a dispute the claim is refer¬ 
red to arbitrators. 

There are four types of fire policies: 

!. Average Policy: Under an average policy the assured party 
. gets a rateable portion of the loss if the goods are underinsured. 
Suppose a building worth Rs. 75,000 is insured for only Rs. 
50,000 and the. actual loss or damage by fire is Rs. 30,000 then 
the assured party will not be paid the full extent of loss (Rs. 
.30,000) but only a rateable proportion. 

2. Specific Policy : Under a specific policy the assured party 
gets the full amount or extent of loss even if the property is 
underinsured. In the example given above the party would get 
■the full amount of Rs. 30,000. 

3. Floating Policy: When goods are not stored in one place 
Ibut in various places and a policy is made out to cover all the 
..goods then it is called a Floating Policy. 









408 


Business' Communicatio n- 


4. Valued Policy : In a valued policy the businessman and; 
the company arrive at an agreement on the value of the goods' 
and the amount to be paid in the event of their total loss or' 
damage. 

Specimen Accident Policy 

THE BUMPET ASSURANCE COMPANY. 

Accident Policy 

The insured party (named in the Schedule) has made or cau¬ 
sed to be made to The Bumpet Assurance Company a written- 
proposal dated as stated in the Schedule hereto which is the basis 
of this contract and is deemed to be incorporated “herein , and . 
has paid or agreed to pay to the Company the premium-herein < 
stated for the insurance of risk hereinafter specified loccuring 
during the period stated in the Schedule or during any further 
period for which the Company may accept payment; for the 
renewal of this policy. 

Now this Policy witnessed that ([subject to the terms, exclu¬ 
sions and definitions contained herein or enclosed the company 
will indemnify the insured as hereinafter mentioned. 

SCHEDULE 

Insured Name • Mr. Parsuram Purvani 

Address : K. C. House, Vatcha Street, Bombay-400 001. 

Policy No. : 12345678 

Issued at : Bombay 

Renewal 

Period of Insurance : 12 months 

Date : 18-2-1967' 

Premium : Rs. 169-00 

From Noon on-to • 

Noon on—- 

Insurance Coverage 
“Combined Fire and Theft Insurance” 

Situation : K. C. House, Flat No. 8 

Vatcha Street, Bombay-400 001. 

Property Insured : Furniture, household goods, personal effects- 
of every description including jewellery. 

Sum Insured : (Rs. 3000/-) Rupees three thousand only, 

In Witness whereof the undersigned being duly authorised 1 
by the Directors of the Company and on behalffof the Company 
have hereto set their hand. 


for the Bumpet Assurance Company 
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Endorsement to the Policy 

It is hereby-agreed and declared that 

1. This policy, does not cover (a) any accident or any loss 
or destruction or damage to any property whatsoever or any loss 
or expense whatsover resulting or arising therefrom or any con¬ 
sequential loss; (b) any legal liability of whatsover nature directly 
or indirectly caused or arising from ionising radiations or conta¬ 
mination by radioactivity from any nuclear fuel or from any nuclear 
waste from the combustion of nuclear fuel. Solely for the pur¬ 
pose of this exclusion, combustion shall include and self-sustai¬ 
ning process of nuclear fission. 

2. No one article included under either of the above items 
(furniture organs and pianos excepted) shall be deemed to be of 
a greater value than 5 p. c. of total sum insured unless specially 
named and the sum insured thereon specially stated, 

3. Notwithstanding anything herein contained to the contrary 
it is hereby declared and agreed that the Company is expressly 
declared to be free from liability for loss of or damage to any 
electrical machine, apparatus, fixture or fittings,, electric fans, 
radios, and other domestic appliances arising from or occasioned 1 
by overheating or leakage of electricity from or whatever cause 

' provided that this exemption shall apply only to the particular 
electrical machine or fitting and not to other machine, apparatus, 
fixture or fitting or portion of the electrical installation which may¬ 
be destroyed or damaged by fire so set up, 

Letter asking for a Fire Policy 
/ THE BOMBAY MANUFACTURERS 

y 876, M, Gandhi Road, 

Fort, Bombay-400 001. 

14th October, 1984- 

The Manager, 

Lik Assurance Co. Ltd., 

45, D. Naoroji Road, 

Fort, Bombay-400 001. 

Dear Sir, 

We have a warehouse at Thana, situated on Tanker Road, in> 
which we have stocked a large consignment of cotton and other 
textile merchandise. As intimated to your agent, Mr Gehani, die¬ 
stock is of an invoice value of Rs. 2,45,000. 

We are enclosing with this letter your proposal form duly - 
filled in and also a cheque for Rs. 221.56 towards the first pre- 
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; mium for the policy. Please send us the completed policy at your 
earliest. 

Yours faithfully, 
P, K. Mutalik 
Partner 

J Reply enclosing a Cover Note 

LIK ASSURANCE CO. LTD. 

45, D, Naoroji Road 
Fort, Bombay-400001. 

25th October, 1984 

The Bombay Manufacturers, 

876, M. Gandhi Road, 

Fort, Bombay-400 001. 

Dear Sirs, 

K Thank you for your letter dated the 14th October with which 

! you enclosed our proposal Forms and your cheque for Rs. 221.56. 
The preparation of your Policy is receiving our immediate 
attention but as several formalities have to be attended to it might 
take some time. Meanwhile we are enclosing our Cover Note 
■which will provide you with the required protection. 

Yours faithfully, 
Manager. 

^ 'Letter Informing Insurance Company of the Transfer of Goods. 
THE PAPER AND PEN COMPANY 
83, Meadows Street, 

Bombay-400 001. 

7th March, 1983. 

'The Manager, 

The Occidental Fire & 
jp, General Assurance Co. Ltd. 

K Risk Lane, 

W' Bombay-400 002. 

Dear, Sir, 

Re : Our Fire Policy bearing No. 7654321 
Under the above-mentioned policy we have insured our 
.stocks of paper lying in our warehouse at Mazgaon. We wish to 
inform you that these stocks have now been removed to our new 
■warehouse at Thana. Under the present policy we ace being cha¬ 
rged an extra rate of 80 p. per cent as the Mazgaon warehouse 
ris next to a cracker factory. As our new warehouse at Thana is 
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adjoined by residential buildings we hope you will now do away 
with the extra charge of 80 p. per cent. 

We enclose the relevant policy for the necessary endorse¬ 
ment and change. 

Yours faithfully, 

J Paper and Pen Company 

Reply to the foregoing Letter 

THE OCCIDENTAL FIRE & GENERAL ASSURANCE CO. LTD. 
Risky Lane, 

Bombay-400 002. 

19th March, 1983 

The Paper & Pen Company, 

83, Meadows Street, 

Bombay-400 001, 

Dear Sirs, 

Re : Fire Policy No. 7654321. 

We have received your letter dated 7th March 1983, along with 
the enclosed policy. We consider your request to waive the extra 
■charge of 80 p. . per cent to be quite reasonable in view of the 
changed circumstances and will make the necessary changes and 
endorsements on the policy. The policy will be sent to you by 
registered post next week. 

Yours faithfully, 

t/ Manager 

Letter Lodging Claim With Insurance Company 

THE PAPER : AND PEN COMPANY 
83, Meadows Street, 

Bombay-400 001. 

14th October, 1983 

The Manager, 

The Occidental Fire & 

'General Assurance Co, Ltd., 

Risky Lane, Bombay-400 002 
Dear Sir, 

Re j Fire Policy No. 7654321. 

The goods insured under the above-mentioned policy were 
■destroyed lost last night by a fire in the warehouse at Thana. It 
is difficult to ascertain at present the exact cause of the fire but I 
:.guess it was caused by a “rocket” cracker which may have been 
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fired from a neighbouring building’s terrace and which may have- 
found its way into the warehouse through an open ventilator. The 
burnt out end of such a rocket was found after the fire-brigade- 
brought the flames under control at about 3 p.m. I arrived on the 
scene at 1.30 p.m. having rushed there after receiving a phone- 
call from the night watchman. The watchman discovered the 
smoke and flames at 1 a.m. and immediately summoned the fire- 
brigade. 

According to my estimate, paper and stationery stock worth 
Rs. 15,000 has been burnt, lost and destroyed. You may, however, 
send your surveyor to inspect the damage at first hand. I shall 
also thank you to send me the relevant papers to be filled in. 

Yours faithfully, 
Paper and Pen Company 

I Partner. 

Letter from Insurance Company Setting Claim 
THE OCCIDENTAL FIRE & GENERAL ASSURANCE CO. LTD. 
Risky Lane, 

Bombay-400 002. 

29th October, 1983' 

The Paper & Pen Company, 

83, Meadows .Street, 

Bombay-400 001. 

Dear Sirs, 

Re : Your claim for Rs. 15,000 under policy No. 7654321. 
Our Surveyor, Mr. Mehta, visited your warehouse at Thana- 
and has just submitted his report. In the light of his report we 
find your claim of Rs. 15,000 to be just and proper. As your 
policy was a Specific one, we are enclosing our cheque for the 
full amount. Please sign the voucher and return it to us. Assu¬ 
ring you of prompt service at all times, I remain, 

Yours faithfully,. 
Manager. 

Letter from an Insurance Co. contesting a Claim 
THE OCCIDENTAL FIRE & GENERAL ASSURANCE CO. LTD.. 
Risky Lane 
■ Bombay-400002. 

26th October, 1983 ; 

The Paper & Pen Company, 

83, Meadows Street, 

B ombay-400 002. 
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Dear Sirs, 

Re : Your claim for Rs. 15,000 under Policy No. 7654321. 

We have received your letter dated the 14th October, 1983 
making the above-mentioned claim. We regret to inform you, 
however, that your claim is inadmissible as your policy has 
lapsed due to non-renewal. 

The policy in question was taken out by you on 1st September, 
1982 for a period of 12 months. It was not renewed by you in 
■spite of two letters sent to you by us by way of reminders. We 
had no option but to allow your policy to lapse and cannot be 
'held liable for any claim after the 30th September, 1983. 

Please return the policy to us for cancellation. 
j Yours faithfully, 


J Manager. 

Another Letter contesting a Claim 

THE OCCIDENTAL FIRE & GENERAL ASSURANCE CO. LTD. 
Risky Lane, 

Bombay-400 002. 

26th October, 1983 

The Paper & Pen Company, 

13, Meadows Street, 

'Bombay-400 001. 

Dear Sirs, 

Re t Your claim for Rs. 15,000 under Policy No. 7654321. 

We received with, considerable surprise your letter dated the 
14th October, 1983, making the above-mentioned claim. The 
‘Policy in question was issued to you on 1st September, 1982 to 
-cover goods stored in your warehouse at Wadala. It seems that 
•you have transferred the goods from Wadala to Thana without 
intimation to us. Under the circumstances we cannot entertain, 
any claim for damage or loss of the goods mentioned by you. 
We are, in fact, informed by our Surveyor that your warehouse 
at Thana is situated in a location which exposes it greatly to risks 
of fire on account of the neighbouring structures. 


Yours faithfully, 
Manager. 
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Insurance of Money 

THE COMMERCE CO. LTD. 

Money House, 

H, Road, 

Poona. 

9th October, 1983 

The Manager, 

Orient Insurance Co,, 

East Street, Poona. 

Dear Sir, 

Be : Insurance of Money. 

Our organisation has its head office at Poona, two factories 
at Sangli and one branch office at Ballard Estate, Bombay. It is 
necessary to convey large amounts of cash for payment of salaries 
and wages and for other purposes both to Sangli and to Bombay. 
It is also necessary for us to keep large sums of money in the 
Poona office overnight. We wish to have the money insured for 
(i) cash in transit, (ii) theft, (iii) riot and strikes, (iv) personal 
accident extension for carriers of the cash. Given below are some 
details to enable you to quote a premium, 

]. We have installed special safes of the Godrej Co. in a 
strong room in our Poona office. The room opens on the watch* 
man’s cabin. We have also installed similar safes at the Bombay 
office and one each at our Sangli factories. At any given time 
the average amount of cash in the safes at Poona would be 
about Rs. 50,000/- and at the Bombay office Rs. 20,000/-. The 
Sangli office keep Rs. 7000 each for petty cash purposes. 

2. Whenever cash has to be sent to Bombay or Sangli or 
the bank it is always sent with one cashier in a company car. 
The cashier is accompanied by a security; officer (armed) and 
the driver of the vehicle. Please send us your quotation for a 
Premium as soon as possible. 

Yours truly, 
L.T. Vasso 


Secretary. 

Reply of the Insurance Co, 

ORIENT INSURANCE CO. 

East Street, Poona 

11th October, 1983 


The Secretary, 

The Commerce Co. Ltd., 
H, Road,' Poona. 


r 
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Re . Your letter dated 9th October for Money Insurance.. 

We have received your letter mentioned above and consider¬ 
ing the urgency of the matter have decided to grant you immediate • 
cover for a total amount of Rs. 85,000 for which you are required', 
to send your premium cheque of Rs. 600/- The Cover Note will! 
be sent to you on receipt of the premium amount. In normal 
cases .we issue cover notes only on receipt of our detailed form- 
being filled in. But keeping in mind your reputation we have 
dispensed with this formality. The form is, however, being, 
enclosed with this letter and you are requested to fill it in and. 
return it along with your premium cheque. 


Enel: One form. 


Yours faithfully, 
Manager. 



MARINE INSURANCE 

A Marine Insurance Policy (M. I. P.) seeks to safeguard the- 
insured party against losses incidental to sea voyages, in the 
terms and to the extent specified in the policy. The insurer in 
such contracts is known as the underwriter. As in Fire Insurance- 
the party wishing to benefit by the insurance must have an 
insurable interest, An insurable interest may be acquired by a-; 
party during the currency of the policy and he need not have 
it from the start or period when the policy is drawn up. 

There are seven kinds of marine policies : 

1. Valued Policy: A valued policy is the same as in Fire 
insurance. The amount to be paid in the event of loss is decided 
upon in advance between the insured and underwriter. 

2. Unvalued Policy: Under this policy the amount to be paid' 
is not fixed in advance but is estimated after the loss and is 
subject to the limit of the sum assured. 

3. Voyage Policy: Under this policy the cargo is insured 
only for a specific voyage, say, Sydney to Bombay. 

4. Time Policy Parts of a ship are usually insured under 
such policies. The policy insures goods or articles for specific 
periods of time, say, noon 3rd. February, 1978 to noon 3rd: 
February 1979. 


.. ...... 
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5. Mixed Policy : This policy has the characteristics of the L 
Voyage and Time policies jointly. It includes the risk for a . 
.specified voyage for a definite period, 

6. Floating ( Declaration) Policy : Under this policy the cargo 
„or goods insured are not in one ship but scattered among several 
vessels. The policy is issued for a round sum of about the value 
, of the total goods for a definite period of time. 

7. Open Policy : Under this policy an undertaking is given 

do insure goods to be shipped to specific ports during a period 
.of time, say, about twelve months. j 

8. Blanket Policy: It is taken for a certain amount, hut the [■' 
■premium is paid on the whole of it in the beginning of the j 
policy and is readjusted at the time of the term of the policy in j 
.accordance with the actual amount risk as shown by the records 

, of the insured. 

A Loss under a M. I. P. may be either a Total Loss or a j 
Partial Loss. 

Total Loss may again be subdivided into Actual Total Loss 

■ or Constructive Total Loss, Actual Total Loss is said to take 
place when the total consignment of goods insured is destroyed, 
damaged or lost in such a manner that they cease to he the 

■ original insured objects and become almost valueless. There is r 
said to be a Constructive Total Loss when the goods are so damaged 
that the cost of repairing them would be greater than their value 

■ after the repairs have taken place. 

Under Partial Loss too there are two subdivisions Particular || 
Average and General Average (the word “Average” in Marine 
Insurance is synonymous to “Loss”). If a ship is in danger and 
• part of the cargo has to be thrown overboard, alt interested 
parties make a contribution and reimburse the person whose • 
goods were "sacrificed." Such a contribution is known as General [ 
Average. There is said to be Particular Average when only the ■ 

, p art y whose cargo is damaged has to suffer the loss. For instance, [ 
if tin sheets are rusted by the action of salt water, no contribu* j 
tion can be expected from others. 

The term Open Policy is used in Marine insurance to mean ; 

, t hat the policy gives cover for a fixed time only. The term 1 
Warranties is used to signify an area of shipping where the sea I 
is so dangerous that an insurance company will not undertake I 
; to cover it. i 
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Letter to an Insurance Company Requesting Insurance of 
Shipment 

THE FINE CLOTH MANUFACTURERS 
Silky Street, 

Bombay-400 002 

10th December, 1983 

The Manager, 

The Bandora Shipping Insurance 
Corporation of India, 

3, .Nicol Street, 

Bombay-400001. 

'.Dear Sir, 

We propose to send regular shipments of cloth to Madras 
•from 1983. The consignment will be sent once in each month. 
.Please let us know the terms and conditions under which you will 
be prepared to issue an open policy of the value of Rs. 2,75,000, 
The goods will be sent by approved steamers and they will be 
packed according to the usual requirements. We hope to hear 
•from you within a week, 

Yours faithfully, 

The Fine Cloth Manufacturers, 
j Partner, 

/Reply 

'THE BANDORA SHIPPING INSURANCE CORPORATION 
3, Nicol Street, 

Bombay-400 001. 

12th December, 1983 

The Fine Cloth Manufacturers, 

-Silky Street, 

Bombay 400 002, 

Dear Sirs, 

Re : Cloth insurance claim No. 467380-Declaration 
This has reference to your letter of the 10th Dec, asking for 
an open policy of the value of Rs. 2,75,000 to cover your ship¬ 
ments to Madras. I am enclosing a list of our current rates for 
shipments of this mature and I hope you will agree that the terms 
are very reasonable. 

We will be sending you a supply of declaration forms if you 
.-decide to insure .with us. We shall send you a Cover Note pen- 
27/B.C. 
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ding the drawing up of your original policy. You will be required, 
to fill in a declaration form and submit it every time you despatch- 
a shipment. 

Yours faithfully,. 
Manager 

Letter asking for a Floating Policy 

THE BOMBAY TEXTILE CO. LTD. 

78, Longcloth Street, 

Bombay 400 032. 

1st November, 1983' 

The Manager, 

Truly Assurance Co., 

43, D. Naoroji Road, 

Fort, Bombay-400 001. 

Dear Sir, 

We have entered into a firm commitment for two months to- 
supply our textile products to a firm in the U.IC up to Rs. 
25 , 000 . We shall thank you to issue in our name a Floating Policy 
for Rs* 22,000 covering all risks for the goods in transit from- 
Bombay to London for the specified period, i.e., two months, 
15th November to 15th January. 

Yours faithfully, 

The Bombay Textile Co. Ltd. 

Reply 

TRULY ASSURANCE COMPANY 
43, D. Naoroji Road, 

Fort, Bombay 400 032. 

4th November, 1983 

The Bombay Textile Co. Ltd., 

78, Longcloth Street, 

Bombay-400 032. 


Dear Sirs, 

Thank you for your letter dated 1st November, 1983 asking 
us to issue a Floating Policy for Rs. 25,000 on your shipment of 
textile goods to London. As required by you we are forwarding 
with this letter Policy No. 452231 along with a Debit Note for 
Rs. 668 to cover the amount of stamp duty and the premium of 
3% on it. The Policy covers risks on your shipments betweeni 
15th November and 15th January. 
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You will be required to declare each shipment (number of 
packages, markings, destination, value details of B/L) as and when 
each consignment is despatched. 

Yours faithfully, 
Manager. 

Letter Claiming Compensation for Loss of Shipment 
THE FINE CLOTH MANUFACTURERS 
Silky Street, 

Bombay-400 002 

10th December, 1983 

The Manager, 

The Bandora Shipping Insurance 
Corporation of India, 

3, Nicol Street, 

Bombay-400 001, 

Dear .Sir, 

Re : Cloth Insurance Claim No. 467380-Declaration 9. 

We have to inform you that 7 bales of cloth insured under 
the above mentioned policy which were on board the Ujala were 
damaged by heavy seas. The ship was on its way to Madras and 
the bales suffered- damage near Techi. The damage was caused on 
7th December in the evening. The official surveyors at Madras 
estimated the damage to be in the vicinity of Rs. 7.900. 

We are enclosing the original policy and the supplier’s 
invoice to enable you to settle our claim at an early date. 

Yours faithfully, 
Manager. 

Refusal to Admit Claim by the Insurance Company 
THE BANDORA SHIPPING INSURANCE CORPORATION 
3, Nicol Street, 

Bombay-400 001. 

12th December, 1983 

The Fine Cloth Mnufacturers, 

Silky Street, 

Bombay-400 002, 

Dear Sirs, 

. Re : Cloth insurance claim No. 467380-Declaration 9. 

■We have received your letter dated 10th December claiming 
a sum of Rs, 7,900 under the above-captioned policy and declara- 
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t ion. We regret that your claim cannot be countenanced or met 
with for the following reasons. 

1. Meteorological reports reveal that the seas were not heavy 
on the 7th December near Techi as claimed in you letter. 

2. The ship’s log book indicates that the weather was calm 
and the sea normal and that no untoward incident took place. 

From this we must conclude that your bales were damaged 
by some other cause and that no compensation is payable to you 
unless authentic proof in this matter is produced by you. 

Yours faithfully, 
Manager 

LIFE INSURANCE 

Under a Life Insurance contract the insurer agrees to pay a 
certain sum to the insured party on his reaching a particular age 
or to those entitled to the amount in the event of his death. The 
consideration paid by the insured may be lump sum or by periodic 
payments and is known as "premiums”. 

Life Insurance in India is a nationalised business and the 
Life Insurance Corporation of India has introduced several kinds 
of life policies. The better known types of policies are : 

(/) Whole-Life Policy: This policy matures only at the death of 
the insured party. Premiums may be paid for a fixed number 
of years or for the entire period of the Insured party’s life. 

(2) Endowment Policy : The policy matures after a fixed period 
of time (ten years or twenty years) and premiums have to be 
paid for that time. In the event of the insured party’s death 
before the expiry of the period the amount will be paid to 
his heirs or nominees. 

(2) Joint Life Policies: These policies are usually taken out by 
partnership firms in which the lives of two partners are 
jointly insured. The firm pays the premiums and in the event 
of the death of one partner the assured amount becomes 
payable to the survivor. 

(4) With-Profit Policy: The policy stipulates that the policy¬ 
holder can participate in the profit made by the insurance 
company from year to year. 

(5) Anticipatory Policy: This policy gives back the total insured 
amount to the assured party in instalments at regular intervals 
of five years or so—depending on the duration of the policy. 
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Since under Life Insurance it is the life of a person that is 
being insured, the exact age of the party must be given and proof 
of this must be provided. Usually a higher premium is charged 
for those advanced in age. 

If premiums are not regularly paid a policy is likely to be 
forfeited (unless it contains a specific non-foreiture clause). The 
Corporation, however, allows some Days of Grace for late pay¬ 
ment of premiums. 30 days are allowed for yearly and half-yearly 
premiums and 15 days for monthly premiums. 

All policies contain a Surrender Value clause. If a person 
desperately needs money before the maturity date of the policy 
he can surrender his policy and receive part of the amount paid 
by him by way of premiums. The exact amount that the Corpora¬ 
tion is prepared to pay differs from policy to policy and is 
clearly laid down in the policy itself. Given below is a specimen 
"Guaranteed Surrender Value” clause : 

“The minimum Surrender Value allowable under this Policy 
is equal to 35 per cent of the total amount of the within-men¬ 
tioned premiums paid excluding the premiums for first year and 
all extra premiums.but after, premiums have been paid for at 


least five years the minimum surrender value will be. 


After at least 5 years’ premiums paid 50% 

45% 

45% 

After at least 15 years’ premiums paid 75% 

60% 

55% 

After at least 15 years’ premiums paid — 

75% 

65% 

After at least 20 years’ premiums paid — 

— 

75% 


The Life Insurance Corporation grants loans on the basis of 
life policies for the purposes of housing or occupation. The loans 
are granted for a value less than the assured amount usually up 
to 90% of the Surrender value of the Policy and a certain percen¬ 
tage of interest is charged. The borrower does not have to provide 
any other security and his only expense is the Stamp Duty he 
has to pay on the Loan Bond. 

In the event of the assured party committing suicide before 
the period of maturity the liability of the corporation is limited 
to "the extent of the beneficial interest which any person shall 
prove to the satisfaction of the Corporation,.” 

Nomination of policy in favour of a relative or close connec¬ 
tion can be made either by an endorsement on the policy or by a 
separate instrument. The nominee is entitled to get the benefits 
under the policy in the event of the death of the insured party. 
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Letter Accompanying Life Insurance Policy 

THE LIFE INSURANCE CORPORATION OF INDIA 
BOMBAY DIVISIONAL OFFICE 

P. O. B. 631 
6th August, 1983 

Dear Sir, 

Re : Policy No. 987654321 

We have pleasure in forwarding the above document, which 
please find in order. We would specially draw your attention to 
the special provision mentioned in the schedule of the policy in 
terms of which certain options are available to you. The details 
of the options and the method of availing of the benefits of the 
options are stated therein. 

It is important that the conditions metioned therein are noted 
carefully as it will be helpful to you, in case you decide to 
exercise the option at a future date. It is also essential to note 
that the option has to be exercised in the right manner and 
during the stipulated time limit. 

Yours faithfully, 

Sr. Divisional Manager. 

Letter Accompanying First Premium Receipt. 

THE LIFE INSURANCE CORPORATION OF INDIA 
BOMBAY DIVISIONAL OFFICE 

3rd May, 1983. 

Dear Madam/Sir, 

Your proposal for Assurance has been accepted by the Corpo¬ 
ration as per the particulars already given. 

It is most important to note that if any change in your occu¬ 
pation or any adverse circumstances connected with vour financial 
position or the general health of yourself or that of your family, 
unimportant as you may consider the same, has occurred between 
the date of proposal and the date of issue of this acceptance, or 
if a proposal for assurance or an application for revival of a 
policy of your life, made to any office of the Corporation has 
since been withdrawn or dropped, deferred or declined or accepted 
at an increased premium or subject to a lien or on terms other¬ 
wise than as proposed or if you have been selected for service 
in any of the branches of the Military, Naval or Air Force 
Services, between the date of proposal and the date of issue of 
the acceptance the assurance will be invalid and all moneys paid 
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dn respect therefore forfeited unless intimation of such event be 
made in writing to the Corporation and this acceptance of your 
proposal is re-approved by the Corporation. 

We have also received the amount noted in the Schedule 
.above being the first Premium on the Policy of assurance for the 
splan and amount indicated in the Schedule above. The acceptance 
of this payment places the Corporation on risk with effect from 
the date of this letter and the first premium receipt and on terms 
and conditions of the policy of assurance, which is being sent 
.herewith. 

Yours faithfully, 

, Sr. Divisional Manager. 

.Application to Change name of Nominee. 

' “Bella Vista” 

53rd Road, Khar, 
Bombay-400 052. 
1st January, 1983. 

The Divisional Manager, 

Life Insurance Corporation, 

“Yogalcshema” 

M. Cama Road, 

Bombay-400 001. 

Dear Sir, 


Re: My Life Policy No. 87654321. 

The above mentioned policy was issued in my name in 1976 
when I was a minor and subsequently, on my reaching the age of 
18, endorsed by my father and assigned to me. My father, Mr 
Kushal Kumar, continued to be the nominee after the assignment. 

Last year I was married and would, therefore, like to make 
my wife the nominee'. Please let me know how 1 can change the 
name of the nominee from that of Mr Kushal Kumar to Mrs. 
Parvati N. Kumar. 

Yours faithfully, 
N. K, Kumar . 


Form of Endorsement to be made on the Policy. 

T Nihir Kushal Kumar, the Assured under the within 
Policy hereby nominate under Section 39 of the Insurance Act, 
1933, my wife Parvati Nihir Kumar aged 28 years whose address 
:is “Bella Vista”, 53rd Road, Khar, Bombay-52, as the person to 












424 


Business Communication- 


whom the moneys secured under this policy shall be paid in the: 
event of my death. 

Signed at Bombay this 4th Day of February, 1983. 

Full Name and 
Signature of 

Witness ' , r . 

Signature of Life Assured. 5 

Form of Letter sent by the LIC in the Foregoing Matter 
LIFE INSURANCE CORPORATION OF INDIA 
BOMBAY DIVISIONAL OFFICE 
Registered 

Dear Policy-holder. 

Sub : Nomination 

Re : Policy No. 87654321 Own Life. 

With reference to your letter dated_please refer 

to para's___(indicated below) 

(a) We have registered items No/s. _ (indicated 

below) 

1., Nomination in favour of_ ..... . 

2. Change of Nomination in favour of_ 

3. Appointment of Appointee, 

4. Revocation of appointment of previous Appointee and) 
appointment of fresh appointee. 

5. Cancellation of nomination. 

in the books of the Corporation and we are returning herewith- 
the Policy. 

Please note that in registering the above, the Corporation, 
makes no admission and expresses no opinion whatsoever as to- 
its validity or effect, it being understood that the parties to the 
nomination satisfy themselves on these points through their own. 
legal advisers. 

(b) Since the Nominee is a minor, it is advisable that am 
appointee be appointed to receive the policy moneys during the- 
minority of the nominee. The necessary form is enclosed herewith 
for your completion to enable you to endorse thfe policy suitably 
and return the same with a copy of the endorsement for registe¬ 
ring the appointment of the appointee in our records. 

Yours faithfully, 
Additional Zonal Manager.. 
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Letter requesting Permission to Surrender Policy. 

Clare Road, Byculla,. 
3, Star Chambers, 
Bombay. 

5th November, 1983:' 

The Divisional Manager, 

Life Insurance Corporation 
“Yogakshema” 

M. Cama Road, 

Bombay-400 001. 

Dear Sir, 

Re : My life policy bearing No. 87645432 
I am planning to migrate to Canada next year and I need' 
all the money I have to pay for my passage and to meet other 
expenses. I would, therefore, like to surrender my policy and re¬ 
cover some money. Please let me know how much I am entitled- 
ti get. 

J Yours faithfully,. 

L Anthony da Costa f 

Unfavourable Reply 

LIFE INSURANCE CORPORATION OF INDIA 
BOMBAY DIVISIONAL OFFICE 

P. 0, B. 621 
20th November, 1983* 

Mr Anthony Da Costa, 

3, Star Chambers, Byculla, 

Bombay. 

Dear Sir, 

This has reference to your letter dated.We regret ■ 

that we are unable to pay the surrender value of your Life Policy 
for reason No........mentioned below 

1. A policy acquires surrender value only after at least three- 
annual premiums have been paid. As you have not paid three- 
annual premiums the policy has no surrender value. 

2. The policy stands assigned to a minor and as a minor 
assignee cannot give a valid consent (as every assignee should) 
for paying the surrender value, we are prevented from paying the 
same to you. 

3. The policy stands lapsed from.. and as such it 

has no surrender value. 

Yours faithfully, 
Divisional'’. Manager.- 
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(Favourable Reply 

LIFE INSURANCE CORPORATION OF INDIA 
P. 0. B, 631 
20th November, 1983 

Mr Anthony Da Costa, 

3, Star Chambers, Byculla, 

Bombay, 

Dear Sir, 

In tqjly to your letter of the 5th November requesting us 
to pay you the surrender value of your policy hearing No. 8 >745432. 

'I wish to inform you that the surrender value of your policy is 
Rs, 2,400 (exclusive of cash value of Bonus), This amount is sub' 
ject to deduction of arrears, if any, and cash loans or interest. 

We shall pay you the surrender value upon your producing 
the following documents; (1) Original Policy; (2) Bonus Certificate; 
z(3) Proof of Age; (4) Assignees consent on the enclosed form. 

Yours faithfully, 
Zonal Manager. 

Letter to persuade not to Surrender Policy 

THE LIFE INSURANCE CORPORATION 

"( iulestan," Napier Road, 
Bombay 400 001. 

25th March, 1983 

Mr S. K. Baacrjee 
56, Mt, Mary Road. 

"Bombay-400 050. 

Dear Sir, 

Re : Policy No. 654321 Own life. 

We arc sorry to learn from your letter of the 20 h March that 
you plan to surrender your policy for cash value. The financial 
difficulties you mention in your letter, we feel sure, can be tided 
over with the help of a loan from the L.I.C. if you can see your 
way to overcome your present financial difficulty by such a means 
wc would strongly dissuade you from surrendering your policy. 

We would strongly urge you not to deprive your family or 
yourself of the provision for the future for the sake of the 
nominal value which you will get at the time of surrender. 
Even if you plan to have a fresh policy made out in the future 
you will have to pay a higher premium on account of the age 
'factor and thus you will be a loser on two counts, 
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You may call at our office and we will arrange for a loan 
within the limit permitted by your policy. In case, however, you 
wish to persist in surrendering your policy you may return the 
-enclosed form duly completed. 

Yours faithfully, 

A . A. Noor 
Divisional Manager. 

Reply to Application for a Loan 

THE LIFE INSURANCE CORPORATION 

“Gulestan”, Napier Road, 
Bombay-400 001. 

25th March, 1983 

Mr P. K. Mutalik, 

Hill Haven, 

Hill Road, Bandra, 

Bombay-400 050. 

Dear Sir, 

Re : Policy No. 574893 Own Life 
We have received your letter dated 18th March and are plea¬ 
sed to inform you that your above-mentioned Policy entitles you 
to a maximum loan of Rs. 11,000. 

The loan will be granted to you on production of satisfactory 
and unencumbered title. You are liable to repay the loan amount 
with interest on it upon being given three month’s notice by the 
■Corporation. You will be required to assign the policy to die Cor¬ 
poration which will hold it as a security for the repayment of 
the loan amount and the interest thereon and also of any inci¬ 
dental expenses incurred by. the Corporation in this connection. 

You will be required to pay interest at 7% half yearly to the 
‘Corporation. In case the policy matures before the loan is re¬ 
paid the Corporation retains the right to adjust the outstanding 
loan amount along with interest thereon against the policy amount 
and only the balance shall be payable under the policy. 

To enable us to sanction the loan at an early date and pre¬ 
pare the Loan Bond, please send us immediately : 

(i) Your original policy. 

. (ii) Proof of age, if the same has not been admitted. 

(ill) Assignee’s consent on the enclosed form. 

.(iv) A remittance of Rs.____as stamp fee. 

Yours faithfully, 
Divisional Manager. 
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Refusal to sanction grant of Loan 

THE LIFE INSURANCE CORPORATION 

“Gulestan”, Napier Road,. 

Bombay-400 001. 

25th March, 1983. 

Mr P. K. Mutalik, 

Hill Haven, Hill Road, 

Bombay-400 050, 

Dear Sir, 

Re : Policy No. 574893 Own Life 

We regret that we are unable to consider your request for a- 
grant of loan under the above-mentioned policy for the reason, 
given below : 

The policy in question has been assigned to your son who- 
is a minor. The corporation requires that the assigned should 
join in the execution of the Loan Bond. Since, however, a minor 
is not legally competent to execute a Loan Bond we are reluc¬ 
tantly compelled to refuse your request for the sanction of a loan,. 

Touts faithfully,. 
D. Manager 

Lapse of Policy 

THE LIFE INSURANCE CORPORATION 

"Gulestan”, Napier Road,. 
Bombay-400 001. 

30th November, 1983 

Mr. P. L. Dikshit, 

33, Love Lane, 

Bombay-400 054. 

Dear Sir, 

Re : Policy No. 765432 Own Life. 

The above mentioned policy stands lapsed as you have-failed! 
to pay any instalment premium due on the 10th of November,. 
1983. This we regret to inform you, deprives you of the benefits, 
for which you had insured yourself and we would suggest that 
you act immediately to get the policy revived. 

You can get the policy revived by paying the arrears of pre¬ 
mium along with the revival charges which are noted at the foot 
of this letter. If you are unable to pay the arrears of premium' 
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then please write to us so that we can revive your policy by 
.holding your policy as security. 

Due Date of premium unpaid-.10th November, 1982. 

Arrears of half yearly premium _R s .,__ 

Revival charges ___ ^ R 

Interest o n Policy Loan__Rs.ZZHZ 

Total amount required for revival_R s _ 

Yours faithfully, 
Divisional Manager. 

'Enel: Health Declaration Form. 

'Option to Convert Lapsed Policy into Paid-up one 
THE LIFE INSURANCE CORPORATION 

“Gulestan” Napier Road, 

Bombay-400 001. 

1st December, 1983 

Mr. P.K. Dikshit, 

33, Love Lane, 

Bombay-400 054. 

Dear Sir, 

Re: Policy No. 564322 Own Life. 

This is in response to your letter of 15th November asking 
to have the above-mentioned policy converted into a paid-up 
-one. Premium on your policy has not been paid since it was 
•due on the 15th of August 1983. Hence your policy has ceased 
to be in force for the full “sum assured thereunder”. By the terms 
■of the policy, however, it has acquired a reduced paid-up value. 

We wish to remind you that if you insist on converting the 
policy into a paid-up one you will be deprived of the benefits 
that would have accrued to your family and you had it been “in 
force.” We would strongly urge upon you, therefore, to have the 
. policy revived and thereby secure the benefits contained in it. You 
can do this by undergoing a medical examination and paying the 
premium in arrears along with interest at the rate of 6% per 
annum compounding half yearly. 

Please let us know as soon as you have taken a decision in 
this matter. 

Yours faithfully, 
Divisional Manager. 
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Claim by death of the Assured 

THE LIFE INSURANCE CORPORATION 

“Gulestan”, Napier Road,. 
Bombay-400 001. 

4th December, 1983 

Mrs S. K. Desai, 

198, Rock Lane, 

Bombay 400 052. 

Dear Madam, 

Re : Policy No. 246890 on the Life of Mr S. K. Desai 
(deceased). 

Please accept our heartfelt sympathies on the sudden demise 
of your husband. In your hour of trial we wish to assure you. 
that the Corporation will expeditiously settle your claim as the 
nominee of the above mentioned Policy. 

In order to enable us to meet with your claim at the earliest 
possible date we would request you to furnish us with the 
following documents: 

(i) The Original policy. 

(ii) Bonus certificates issued so far. 

(iii) Death certificate. 

(iv) Proof of age, if the same has not been previously admi¬ 
tted. 

(v ) Legal evidence of your title to receive the sum of Rs. 
60,000/-; subject to the claim being verified. 

Yours faithfully, 
Divisional Manager. 

Letter to an Agent inquiring about Assured 

THE LIFE INSURANCE CORPORATION 

• “Gulestan”, Napier Road, 

Bombay-400 001 
5th December, 1983 

Mr.... (Agent) 

Bombay. 

Dear Sir, 

Re: Matured Policy No. 746071 in the name of 
Mr N. K. Daver, 53, Lamington Road, Bombay. 

The above mentioned gentleman is our policy holder but wa 
have not heard from him for a considerable time. Letters addressed 
to him have remained unanswered. 
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We find that the policy was influenced by you in 1963 and- 
we therefore, presume that you may be in contact with him. Since 
the above mentioned policy has matured for payment on the 1st 
November 1983 we are anxious to get in touch with him. We- 
will appreciate it if you could inform us about his pressent address ■ 
or whereabouts. 

Please quote our policy number and “Dept/M/Claims” in- 
your reply to ensure prompt attention. 

Yours faithfully, 
Divisonal Manager.. 

REVIEW QUESTIONS 

1, Draft the following letters; 

(a) A letter to an insurance company or firm or brokers, to procure an 
open policy of marine insurance on shipments of woollen material from . 
Madras to Sydney. 

(b) Having obtained the cover for the shipments, write a letter to the com¬ 
pany notifying them of a shipment of goods. 

(c) Make a claim for cargo that has been damaged on the voyage. 

2, Draft the following letters: 

(a) A letter from a policy holder to the Life Insurance Corporation wishing; 
to surrender his policy for personal reasons. 

(b) A letter from the Corporation advising him against this step and' 
recommending that he apply for a loan. 

3, Nanubhai & Sons wish to have their godowns in ICalbadevi insured against-, 
lire, As manager of the company draft a letter informing them that your 
surveyor has visited the site and that the company cannot grant cover at 
less than 15 per cent as the godown is situated in a crowded 'locality. 

4, Messrs Ruby & Trudy shift their stock of cotton from their godown in 
Dadar. Write a letter on their behalf to the insurance company. Also draft 
a reply to the letter as from the insurance company. 

5, Write a letter to the Life, Insurance Corporation making a claim on the 
death of a policy holder. Draft a reply as from the Corporation. 

6, The L.I.C., refuses to settle a claim of a nominee on the death by accident^ 
of a policy holder whose age is in dispute. Draft the .letter for the- 
Corporation. 

7, Draft a letter in reply to a merchant who claims compensation for damage 
to one of his shipments under an Open Policy of Marine Insurance on 
shipments from Calcutta to London. 

8, As the Divisional Manager of the L.LC. draft a tactful letter to a policy¬ 
holder who has asked for a loan of Rs. 50,000 to purchase a flat on owner¬ 
ship basis, informing him of the inability of the Corporation to accede to- 
his request. 

9, A policy holder claims Rs, 20,000 under a fire policy. On the basis of the- 
surveyor’s report the insurance company is unable to accept it for the amount? 
claimed. Draft a suitable reply to the policy holder. 
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JO, Write a letter on behalf of the Shipping Insurance Co. to a party who | 

wishes to insure a consignment of goods being sent to a South African state, f 

Inform them that on account of weather risks you can insure the consign¬ 
ment only if an additional premium of 11 p.c, is paid, 
i'll. The General Insurance Company has not accepted your claim ofRs. 40,000 
in respect of your lire insurance. Draft the Insurer's letter. 

(B.U. B.Com. June 1979) 

jl2i, Write a letter notifying your insurers of a fire that destroyed your ware¬ 
house and the goods stocked therein and request them to expedite the 
settlement of your claim. (B.U. B.Com. May 1980) 

J3. Messrs Jackson & Co. intimate their insurers about the shifting of their 1 

entire stock of woollen goods to another godown in the City. Draft the | 

insurer’s reply justifying the need to raise the rate of premium to cover the S 
stock against fire. (B<U, Dec. 1981)) j 

134. The New General Insurance Co. has received a letter from a client complai- l 
ning that the rate of premium quoted for a policy to cover his stock of 
tobacco against fire, is too high. Draft the insurance company’s reply jusli- 1 

fying the high rate. (B.U. April 1981) i 

.J5. A policy holder has instituted a claim for Rs. 50000/- under a fire policy. 

On the basis of the surveyors' report the Insurance Company is unable to 
accept the amount claimed, Draft a suitable reply to the policy holder. 

(B.U. B.Com. April 1982) 

>16, Submit a . claim to your insurers'about the damage by fire of your ware¬ 
house. (B.U. S.Y.BA. Nov. 1982) 

>17. Messrs Jagjit and Maojit, Bombay, intimate to the General Insurance ■ 

Corporation of India (Fire Branch) about the shifting of the entire stock of f 

plastic bangles to another godown in the city. Draft the insurer's reply ‘ 

justifying the need to raise the rate of premium to cover the stock against j 

the risk of fire. (B.U, S.Y.B.A. April 1981) j 

118. As the Divisional Manager (Fire Branch) of the General Insurance Corpora* f 

dm of India, draft an unfavourable reply to a claim made by the holder I- 

of a policy. (B.U. S.Y.B.A. May 1982) \ 

■ ■ f. 
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Letters to Customers 

Since a 'bank survives and makes a profit through its custo¬ 
mers, letters to customers must be very carefully written. In 
salesmanship there is an adage that bankers can fruitfully learn 
.and practise, namely, “The customer is always right'”. In India, 
conditions of very imperfect competition and an uneducated popu¬ 
lace have created an atmosphere in which bank officials strut 
like petty dictators and this attitude is reflected in the tone and 
■style of letters written to customers. This is the wrong approach 
and may cost the 'banks dear in years to come, when, more 
courteous rivals will snatch away business and people will realise 
'that banks are not there to do favours to them but to make money. 

While writing to customers the following points should be 
borne in mind by the banker 

1. Courtesy and tact must be shown. 

2. The position must be fully explained to satisfy the custo- 
•mer, but no secrets or vital information should be given out, 

3. In composing the letter, legal and commercial terms must 
'be, as far as possible, left out. The customer may understand the 
•letter or he might be repelled by it. 

4. An effort should be made to establish friendlier relations 
■with each letter. Every satisfied customer is a walking, talking, 
advertisement for the bank. 

5. Upon receiving a letter the customer should be first assured 
■that his complaint has been taken seriously. Even if his complaint 
is unjustified he should not be told so bluntly or tactlessly. 
Services Rendered by Banks 

(1) Accepting Deposits (Current, Savings Account, Fixed, 
'Recurring, Cumulative Time Deposit, etc. (2) Giving Credit (Loans, 
Cash Credit, Overdraft, Discounting Bills) (3) Collecting cheques, 
drafts, Bills of Exchange, Hundies and Promissory Notes, (4) 
Purchasing Bills, (5) Foreign Exchange Transactions, (6) Paying 
•taxes, insurance premiums, subscription (7) Acting as a Guarantor, 
-(8) Giving Safe Deposit Vault facilities, (9) Travellers and Gift 
cheques f (10) Purchase and sale of securities, (11) Acting ass 
'Executor and Trustees!, (12) Advising on Investments. 

28/B.C. 








434 


Business Communication> 


Apology for Wrongful Debit of Account 

THE RICHY BANK LTD. 

Connaught Circle, 

New Delhi. 

9th May, 1983- 

The Upland Industries Ltd., 

Ghajir Street, New Delhi. 

Dear Sirs, 

Re: Our AB Credit 890 for Rs. 17,000/- 

' We regret that you were inconvenienced by our debiting' 
your account without receiving your authority letter. We assure 
you that in future no such inconvenience will be caused to you- 
and that your account will be debited only on- receipt of your 
authority letter. 

In connection with the above-mentioned bill we would like 
to explain that we had already issued our delivery order omAvia¬ 
tion Flight Ltd. without receiving payment from you as the rele¬ 
vant documents were received by us, On receipt of the documents- 
we took the liberty of debiting your account without waiting for 
your authority letter. We hope that this explanation will satisfy 
your internal auditors, 

Yours faithfully,. 
Manager 

J Reply to a Customer who wants Payments on. a Cheque to be 
stopped. 

THE KANNADA BANK 
5, Museum Street, 

Bangalore, 

7th July, 1982 

Mr P. R. Pai, 

7, Arty Street, 

Bangalore, 

Dear Sir, 

We have received your letter No. 345 dated 5th May, 1983' 
asking us to stop payment of cheque No. 12345, dated 4th May 
1983, for a sum of Rs. 125/-. 

As you desire we have issued instructions to stop payment 
on presentation of the above-mentioned cheque. The bank 
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however, should not be held responsible if payment of the cheque 
is made through oversight. 

Yours faithfully, 
Agent. 

Advice to a customer wishing to invest money in Securities 
THE HIGH BANK OF INDIA 
Five River St., 

Jullunder 

9th May, 1983 

Mrs Kusum P. Kaur, 

Tundooti Street, 

Jullunder, Punjab 
Dear Madam, 

This is in response to your letter of the 3rd April seeking 
our advice in the matter of investment. In this connection we 
have to state that it is not the practice of our bank to give 
advice to customers in such matters. As, however, we value 
your continued association with us, we consulted our brokers 
and are quoting below their report: 

Report: “In view of the fact that your customer wishes to 
invest only Rs, 10,000/- we would suggest that the entire sum 
be invested with one company only and that it should not be 
divided or invested piecemeal Considering market conditions 
we find the XYZ Company has been paying a steady and high 
dividend of 14 p. c. over the last, three years. We would urge 
your client to invest the sum in this company.” 

We would like to stress that the report of the brokers 
reproduced above is given on the distinct understanding that no 
liability attaches to the bank or any of its officials. 

Assuring you of the best service at all times, we remain, 

Yours faithfully, 

The High Bank of India 

/ Manager. 

Reply to a customer complaining of the rude behaviour of a 
clerk at the branch office: 

THE BRIGHT BANK LTD. 

. Light Street, 

Bombay-400 003. 

4th July, 1983 

Mr P. R. Suri, 

7, Kashmiri Street, 

Jullunder, Punjab. 
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Dear Sir, 

Re : Your letter of complaint dated oOth June, 1983 
It. was thoughtful of you to send a copy of your letter 
addressed to our Jullunder Branch to me. Your annoyance is 
quite justified if the celrk in question has been behaving in an 
unseemly manner and has deliberately delayed handing over the 


pass-books of customers. | 

Immediately upon receipt of your letter I wrote to the agent | 
at our Jullunder Branch and asked him to look in to your 
complaint. I expect to hear from him shortly. 

I regret to note that you have been forced to take the dra- 
Stic step of closing your account with our branch, I have 
instructed the agent to be of immediate help to you in this or 


any other matter. 


Yours faithfully, 
General Manager , 


The chances are that on receipt of such a letter, signed by 
the General Manager the customer will decide not to close j. 
down his account. It should be noted how commercial jargon ; 
has been omitted from this letter and how the General Manager i 
has not taken it for granted that the complaint is genuine. He 
has only promised to investigate the complaint promptly. 

Letter informing a customer of the dishonour of a cheque 

THE FINE BANK LTD. j 


Proctor Street, 

Bombay-400 007. '[ 

9th June, 1983 \ 

Mr U. Godbole, | 

Kukul Kunj, 

5, Shivaji Park, 

Bombay-400 018. 

Dear Sir, 

Re: Cheque No. 765 dated 8th May, 1983 for Rs. 501,: 

We regret that the above-mentioned cheque, which was 
presented for payment, had to be returned unpaid on account of 
■insufficiency of funds. As the matter of provision for cheques is 
frequently overlooked by customers we urge them to maintain 
larger deposit accounts or make a provision for overdaft. The 
present balance to your credit is Rs. 350.35. 

Yours faithfully* 
Agent. 
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Letter of explanation for wrongful dishonour of a cheque by 
the bank 

THE FINE BANK LTD. 

Proctor Street, 

Bombay-400 007. 

9ch May, 1983 

Mr K. N. Kundundani, 

Sodawater Stores, 

Bombay-400 008. 

Dear Sir, 

This letter is in connection with the cheque presented by 
you on 6th May, 1983, and which we returned unpaid. We 
sincerely regret that the cheque was returned unpaid in view of 
the fact that Mr Kumar had more than sufficient balance to his 
credit with us, The dishonour of the cheque was owing to a 
clerical error on our part. 

Yours faithfully, 
Agent. 

Letter to a customer informing him of service charges debited 
to his Current Account 

THE FINE BANK LTD. 

Proctor Street, 

Bombay-400 001, 

21st May, 1983 

Mr M. K. Munshi, 

8, Gogat Street, 

Fort, Bombay-400 001 

Dear Sir, 

The enclosed folder will give you the new rates of commi¬ 
ssion that are being charged by the Fine Bank Ltd. The revised 
rates of commission have become necessary on account of the 
increasing cost of postage and transport. Hitherto we have not 
charged you any commission as the services rendered by us to 
you were of a normal nature and may have been said to be 
covered by the normal services provided free by this bank to its 
customers. An analysis of your current account operations 
in the last month, however, reveals that the services rendered' 
by our bank to you have been of a different order and which 
the bank, as a commercial institution, can provide to customers 
only with loss to itself. 
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In view of the above explanation we hope you will send us 
your cheque for a sum of Rs. 7/-, this being the commission 
payable by you to us for services rendered during the month of 
April. If you so desire it, we will debit the sum to your current 
account and inform you accordingly. 

Yours faithfully, 
Agent, 

Letter rejecting Overdraft Application 

THE MODERN BANK 
Modern Street, 

Bombay-400 003 

30th December, 1983 

Mr R. T. Mogul, 

45, Love Grove, 

Bombay-400 003. 

Dear Sir, 

Re: Your application for overdraft facilities 
dated 25th December, 1983 

I regret to inform you that my directors do not see their 
way to grant you the overdraft facilities required by you. It is 
the considered policy of this bank not to grant advances in 
excess of 80% of the market value of the class or securities 
mentioned by you in your application. I may be able to arrange 
overdraft facilities to the extent of Rs. 8,000/- against the shares 
offered by you if you so desire. If, however, you insist on a 
.limit of Rs. 10,000/- then I have to request you to deposit 
similar additional securities of the market value of Rs. 2,800/— 
to enable me to place the matter before ray directors for review. 

Yours faithfully, 
Manager. 

Letter to a Customer allowing him Overdraft Facilities 
THE. BANK OF BHARAT LTD., 

7, Museum Street, 

Bangalore. 

12th June, 1983 

M. H. D. Hoskot, 

90, Zooich Street, 

Bangalore. 

Dear Sir, 

Re: Your application for overdraft dated 1st June 1983. 
With reference to your above-mentioned application it gives 
me pleasure to inform you that the board of directors has sun* 
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■ctioned for you an overdraft limit of Rs. 10,000/-. This limit 
■carries an interest of 3|% over the bank rate, subject to a 
■minimum of 94%. This facility is given to you on the full assu¬ 
rance and guarantee of the Golkunda Assurance Company and 
is for the purpose of purchasing office furniture and fixtures, 
as and when purchased, should be submitted to the bank. 

Please send a draft of the guarantee policy from the Gol- 
kunda Assurance Company to enable us to proceed further in 
-the matter. As a valued customer of our bank I would like to 
■.seize this opportunity to congratulate you and wish you the best 
■of luck in your new office and venture. 

Very truly yours, 
Manager. 

Letter to inform customer of charge of interest on (overdraft) 
uninimum balance 

THE BANK OF MADRAS LTD.' 

85, Marina Beach, 

Madras-7. 

23rd July, 1983 

'Messrs Sampat & Sampat. 

101, Marina Beach, 

Madras-7 
Dear Sirs, 

Re : Your overdraft arrangement with us. 

This has reference to the overdraft arrangement with us by 
which you were allowed overdraft facilities to the extent of Rs. 
.'2,00,000 against security of government papers of the value of 
Rs. 3,00,000. While studying the operation of this account by you 
during the year ended 31st March 1983 we discovered that you 
utilised the overdraft facility only twice and that too for sums 
not exceeding Rs. 10,500. 

As your account has shown a credit balance for the greater 
part of the year the bank has found it unremunerative to conti¬ 
nue granting you overdraft facilities. This is because a sum of 
Rs. 2,00,000 has to be kept ready for your use at all times, 
■while interest earned by us on the same is nil or negligible. 

Taking into consideration your long and valued association 
•with the bank, my directors have asked me to request you to 
terminate the overdraft facility, but toimd out from you whether 
'you will be agreeable to pay a charge of interest on a minimum 
amount of Rs. 20,000. This will enable you to continue to have 
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the power to overdraw your account to the extent of Rs, 2,00,000' 
and also benefit the bank, 

Your early reply to this letter will be greatly appreciated. 

Yours faithfully, 
Manager. 

Refusal to allow Cash Credit facilities owing to inadequate- 
security. 

THE BANK: OF BOMBAY LTD. 

“Bombay House", 

8, West Street, 

CalcuttaS'. 

7th July, 1983, 

The Manager, 

Rclex Industries Ltd, 

10, Circle Avenue, 

Calcutta.7. 

Re: Your application for Cash Credit Facilities. 

This has reference to your letter No. CCi 1/0987 dated 28th 
June 1983. I regret that the Head Office has not mm its way to 
allow you Cash Credit facilities against»pledge of petrol pump- 
parts as suggested by you. It is the considered policy of this bank 
not to allow Cash Credit facilities against stocks ot parts and 
equipment not imported through it. If you can make alternative 
arrangements for security I shall be glad to place your case 
before the head office for review. 

Yours faithfully, 
Agent. 

Letter to a customer demanding the unpaid balance on an oven 
draft account, 

THE BANK OF BOMBAY LTD. 

9, Nicoll Street, 

Bombay “400 004. 

9th July, 1983;. 

Mr 1\ M. Chninani, 

Causeway House, 

5, Coin ba Causeway, 

Bombay-400 005, 

Dear Sir, 

In the past two months we have sent you several reminders- 
about your delinquent account, We regret to note that you have 
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neither paid up the sum on your overdraft account nor have you 
bothered to reply to our letters. We have, we believe, given you’ 
sufficient opportunity to co-operate with us, and now we will 
have no recourse but to refer the matter to our legal department. 
We sincerely hope you will take advantage of this last letter. If 
we do not receive the money within these six days the matter 
will be referred to our legal department for further action. 

Yours faithfully. 

Manager. 

Letter requesting a Customer to Close his Account- 
THE BOMBAY BANK LTD; 

Banker Street, 

Bombay-400 001. 

6th May, 19835 

Mr V. K. Sarang, 

7, Shivaji Park, 

Dadar, Bombay. 

Dear Sir, 

I am instructed by my directors to communicate their request 
to you to close your current account No. 6543 on or before the- 
30th of June. My directors were reluctantly compelled to arrive 
at the decision to terminate your account after going through the 
record of your account. 

Since 10th November, 1982, it has been necessary to return 
unpaid ten cheques of yours. The last cheque of this nature was- 
presented for payment only a week ago and had to be returned, 
owing to insufficient funds. This mode of operating the account 
harms not only the reputation of the drawer but also that of tile- 
bank. You will, therefore, please make alternate arrangements 
and terminate the account by the 30th of June. 

Yours faithfully,. 

Agent 

LETTERS TO OTHER BANKS 

When one bank writes to another the tone of the letter 
assumes less importance, Banks are in business for profit and not 
to please one another. No time or space should be wasted on 
pleasantries or on elaborate courtesy. This does not mean that 
the tone of the letter must be curt; politeness and tact are neces¬ 
sary in all business letters. 

In a letter addressed to another bank legal terms and technical! 
terms can be freely used. Such terms should not be used delibe- 
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rately as a matter of style but to help the person who receives 
the letter to grasp its meaning clearly in the least possible time. 
■For time in the business world, as everyone knows, is money. 

Special attention must be given to make the letter clear, 
.concise and brief. 'It would be a poor reflection on the bank 
that sends out a letter if the receiving party has to write backfor 
.clarifications. While replying to a letter sent by another bank it 
-would be gross bad manners to forget to mention the reference 
•number given by /the letter-writer. 

'Status Inquiries 

Qne of the commonest topics for the exchange of bank letters 
■is the credit-worthiness of a person or company. Suppose Mr A 
wants to do business with Mr B, but does not know the financial 
standing or credit-worthiness of the latter, he asks his bank to 
make inquiries and find out the “status” of Mr Bin the business 
’World. Assuming that the bank does not have any dealings with 
;Mr B, it requests a sister institution for the necessary information. 

A bank never replies about the credit-worthiness of a person 
.directly .to another customer or individual. Such replies are always 
sent through banks. In case a customer or individual makes a 
.direct inquiry, this is how the bank must reply : 

THE MADRAS BANK LTD. 

8, Marina Beach, 

Madras. 

12th May, 1983 

Mr R. T. Sampat, 

16, Rao Street, 

Madras-9. 

.Dear Sir, 

This has reference to your letter of the 9th May. We regret 
■we cannot accede to your request in its present form. We shall 
be happy to answer your status inquiries if they are sent to us 
by your bankers. This is strictly in accordance with banking 
-(practice and should not be construed by you as a reflection on 
•,the person making the inquiry. 

Yours faithfully, 
Manager. 

When the same inquiry is sent through another bank the reply 
■will be forthcoming but in a very guarded and cautious manner. 
There is a tendency to be non-committal. This is on account of 
,a fear of possible action for defamation or libel. The letter is 
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•usually sent sealed, by registered post, or hand-delivered. The 
envelope is marked “Private & Confidential” and the words are 
repeated on the enclosed sheets. The covering letter makes it 
clear that no liability shall attach to the bank or its officers. As 
if this were not enough, the report is full of phrases like “it is 
reported”, “it is learnt from sources” etc., and above it is 
appended a semi-legal note once more trying to safeguard the 
bank. The report itself (as an anti-climax) may not extend to 
more than two sentences. Here is a typical example : 
j CONFIDENTIAL 

.1 THE CAUTIOUS BANK OF INDIA LTD. 

Frightened Street, 

Red-Tape Town 

8th May, 1983 

The Manager, 

The Quistive Bank Ltd. 

Inquire Street, 

Redr-tap Town. 

.Dear Sir, 

Subj : Your letter of inquiry dated 1st May, 1983. 

With reference to the above-mentioned letter we are enclosing 
a report on the party concerned. This report is sent on the ex¬ 
press condition that no responsibility shall attach to the bank or 
any of its officers. If the gist of the report, or any portion of it, 
is communicated to any of your customers the name of this 
bank should not be disclosed. 

Yours faithfully, 
Manager. 

End: One report. 

CONFIDENTIAL 

(NOTE): This opinion is. not a representation or a guarantee. 

; It is, and must be taken as, private and confidential and is 
given by the bank without prejudice on the express condi¬ 
tion that the bank and its servants are held free from all 
liability in connection with it. 

OPINION 

We are informed that Mr. Kashinath Puri, of Puri Stores, 
Bombay, is well established in the city and enjoys a respect¬ 
able reputation in business circles. He is considered a man 
of fair means and good for ordinary business engagements. 
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Sometimes a bank wishes to verify the credit-worthiness of 
party for its own records. As the opinion is not to be passed on. 
to any customers, banks are quite free in answering such in¬ 
quiries. Here is a letter of inquiry and its reply: 

THE BANK OF KERALA LTD. 

5, Banking Lane, 

Trivandrum. 

8th May, 1983' 

The Chief Agent, 

The People’s Bank Ltd., 

“People’s House” 

Fine Street, Trivandrum. 

Dear Sir, 

We understand that you have had dealings with Mr T. Paru, 
proprietor, XYZ stores, in the past. In this matter could you give 
us information about his credit-worthiness as we are bringing 
our accounts up to date ? We wish to know the approximate’ 
line of credit extended and also your experience w.ith respect to 
amounts now owing to you. 

Any information provided by you will be treated in the 
strictest confidence and no liability will be deemed to attach to* 
your bank or any of its officers. We shall be glad to reciprocate 
when the opportunity arises. 

Yours faithfully, 
Manager. 

Reply to the foregoing 

CONFIDENTIAL 
THE PEOPLE’S BANK LTD. 

“People’s House”, 

Fine Street, 

Trivandrum. 

10th May, 198* 

The Manager, 

The Bank of Kerala Ltd. 

5, Banking Lane, 

Trivandrum. 

Dear Sir, 

Ref: Your letter of status inquiry dated 8th May, 1983. 

This is in response to your above mentioned letter. We are* 
giving below our opinion on the party concerned on the express- 
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-condition that no responsibility shall attach to the bank or any 
of its officials. We also stipulate that in the event of the gist of 
this report being communicated to any of your clients or customers 
the name of this bank should- not be revealed. 

Yours faithfully. 
Chief Agent. 

OPINION 

The party in question has ceased to enjoy overdraft and other 
facilities with our bank since January last. Last year we had 
considerable difficulty in recovering amounts. 

Reply to the above 

THE BANK OF KERALA LTD., 

5, Banking Lane, 

Trivandrum Confidential 

13th May, 1983 

The Chief Agent, 

The People’s Bank Ltd,, 

■“People’s House”, 

Fine Street, 

Trivandrum, 

Dear Sir, 

Re: Your report on Mr. Paru dated 8th May, 1983, 

We thank you for furnishing a report on the above-noted 
party so promptly. It has helped us greatly in arriving at a deci¬ 
sion in the matter of extending cash facilities to him. 

Looking forward to reciprocating your favour, we remain, 

Yours faithfully, 
for The Bank of Kerala Ltd., 
Manager 

letter to a bank enclosing documents for signature by a cust¬ 
omer who will call for that purpose, 

THE BANK OF BOMBAY LTD., 

Denark Street, 

Bombay-400004. 

19th June, 1983 

' The Round Bank Ltd.; 

Square Lane,, 

Bangalore. 
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Dear Sirs, i: 

We have asked our customer, Mr. 1\ V. Dcsai, to call at 
your office on any working day next week and sign the enclosed 
Deposit Form and Bank Transfer. Mr. De.iai has been provided, 
with a letter of introduction to you. 

please help Mr. Dcsai in the matter of explaining the forms 
and witnessing his signature. A stamped addressed envelope for 
your use is enclosed. 

Yours faithfully, 
Manager. 

Enc : 1. Deposit: Form 
2. Bank Transfer 
Follow-on Letter 

THE HANK OF BOMBAY LTD., 

Denark Street, 

Bombay -400004. 

1'Hli June, 1983 

The Round Bank Ltd., 

Square Lane, 

Bangalore. 

Dear Sirs, 

Thank you for your letter dated 15th June endusing tin: Depo¬ 
sit Form and Blank Transfer duly executed by Mr. Desai. It will 
give us pleasure to return the favour when tin: occasion arises. 

Yours faithfully, 
Manager. 

Letter to a distant bank introducing a customer 
THE BHARAT BANK LTD., 

"Bharat House,” 

5, Link Road, 

Bombay.400 001. 

19th May, 1983' ? 

The Manager, 

London Bank, £ 

9, Banker’s St., 

London, R W. 

Dear Sir, j 

The bearer of this letter is Mr. ML. K. Nariman, a valued I 

customer of our Bank. He plans to reside in London for an inde- | 
finite period. j 
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As this is Mr. Nariman’s first trip to the U. K. we shall be 
greateful if you will be of assistance to him in all matters in which,' 
he may need your help. 

We hope we shall get an early opportunity to return the favour.- 

Yours faithfully,. 

Manager. 

CORRESPONDENCE WITH THE HEAD OFFICE 

When a branch manager or agent writes to the Plead Office- 
he must put forward his facts, figures and arguments in such detail 
that the Head Office does not have to re-inquire into the matter. 
This is not a plea for lengthy communications. For lengthy comm-' 
unications, as businessmen know, corrupt good management. This 
is only a warning against sketchy, inaccurate correspondence. 

The tone of the branch manager’s letter must be respectful but 
never servile. While making out a case to persuade the Head Office 
on a particular line of action he must present his arguments logi¬ 
cally. If the liranch manager wishes to shift the location of the 
branch office he must first present a general picture of the geo¬ 
graphy and economy of the area before describing particulars of 
the new proposed site, 

When the Head Office of a bank writes to its branches the 
letters serve as models for the officers and clerks at the receiving: 
end. This is often overlooked, with the result that shabby, poorly 
drafted letters from the Head Office act as a corrupting influence 
on all letters sent out by the branches. The persons who draft 
letters at the Head Office should take great care to see that their 
letters are examples of accuracy, clarity and courtesy so that 
officers and clerks at the branches may imitate them. 

The bulk of correspondence between the Head Office and 
branches pertains to the granting of loans to customers at the 
branch level. Usually branch managers or agents are given the 
authority to grant various forms of loans against securities to a 
certain limit. For sums above this limit ("discretionary powers of 
the agent”) the permission of the Plead Office has to be taken. 
The proposal for consideration of a loan is submitted to the 
branch control department (also known as the branch inspection 
department) at the Head Office, which, after scrutiny places the 
proposal before, the board of directors or chairman or general! 
manager. The procedure varies from bank to bank. 
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THE GOODLUCK BANK LTD. 

9, Raobahadur Street, 

Jabalpur. 

9th May, 1983 

The Manager, 

Branch Control 'Debartment, 

Goodluck Bank, Head Office, 

M. Gandhi'Road, Bombay-400 001.' 

.Dear Sir, 

Mr. P. M. Puri, who is a valued client of our branch, approa¬ 
ched me yesterday-for a loan of Rs. 4 lacs against adequate security. 
After studying the detailed report given below I hope you will 
(place the matter before the board and grant your approval at an 
early date. 

PROPOSAL 


Jabalpur City 

Re : Party’s talk with the undersigned and letter dated 
:8th May, 1983, enclosed herewith. 

•Party’s name : M/S. Filmstan Exhibitors, 

Sole Proprietor Mr. Parmeshwar M. Puri, reported 
worth about Rs. 2,00,000/- 

. Guarantor ■: Mrs. Sita P. Puri-wife of Mr. P. M. Puri, reported 
worth about Rs. 1,90,000/- 

’ Requirement— Mortgage Advance against the following securities • 
/Rs. 4 lakhs 

1. Cinema houses in Jabalpur owned by the guara¬ 
ntor. Market value about Rs. 10 lakhs. 

2. Land and buildings near Jabalpur, owned by 
Mr. P. M. Puti-Market value about Rs. 4 lakhs. 

'3. Hypothecation of cinema machinery, furniture 
and fixtures, valued at Rs. 1£ lakhs. 

'Repayment : By equal quarterly instalments of Rs. 25,000/ each 

.Profitability :: Gross income of the borrower Rs. 4,16.000 

and sources Less : all expenses, rent, etc. Rs. 2,66,000 

■for payment Net profit subject to taxes Rs. 1,50,000 

/.Remarks -v The party has been in the film exhibition and 
distribution business for over twenty years. He 
has considerable experience in the field and en¬ 
joys a sound reputation in the business world. 
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He proposes to use the loan amount to expand 
his existing business. He has been dealing with 
our bank for more than fifteen years in a most 
satisfactory manner. 

Yours faithfully, 
Agent, 

•Reply to the above 

THE GOODLUCK BANK LTD., 

Head Office 
M. Gandhi Road, 

Bombay-400 0001. 

4th June, 1983 

’BCD 

The Agent, 

The Goodluck Bank Ltd,, 

-9, Raobahadur Street, 

'Jabalpur. 

Dear Sir, 

Re : Your proposal for a loan to Mr. P. M. Puri dated 9th 
May, 1983. 

In view of-what is stated by you in the above mentioned 
letter and in view of your strong recommendation we sanction 
the amount of loan on the terms and conditions mentioned by 
you and against the mortgage and hypothecation items enume¬ 
rated by you. You are, however, requested to induce the borrower 
■to deposit more funds with our bank, if he is not already dealing 
.exclusively with us. 

Yours faithfully, 
Manager. 

Sometimes an agent, valuing the connections of a particular 
.customer, pesters the Head Office for permission to give a big 
loan. On such occasions the Head Office is inclined to come 
•down heavily on the agent—and rightly so. 

THE GOODLUCK BANK LTD., 

Head Office 
M. Gandhi Road, 

Bombay-400001. 

BCD ” 4th April, 1983- 

'The Agent, 

‘The Goodluck ’Bank Ltd,, 

9, Raobahadur Street, 

/Jabalpur. 

229/B.C. 
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Dear Sir, 

Subj : Your telex dated 20th March, 1983 
Your telex message was placed before our General Manager 
for his review of the proposed facilities which, as you are well 
aware, were rejected earlier. Our General Manager wishes to know ? 
why you. value the party’s connections to such an extent that 
you have chosen to accommodate it under your discretionary ; 
powers even after the Head Office had rejected the proposal earlier* 
This persistence in accommodating a party in contravention i. 
of Head Office instructions has intrigued us all the more as the j 
person in question does not seem to have been, banking with us- I 
regularly. Please furnish a detailed explanation of this at your -f 

earliest. Yours faithfully,. T 

Manager. § 

In most banks, the Head Office recruits clerical and super¬ 
visory staff and posts it in various branches. It, therefore, be- 
comes the duty of the branch manager to furnish detailed reports, 
on the functioning of the staff under him to the Plead Office* 
Letters, like the one given below, have to be frequently sent. 

Letter Confirming Services of a Staff Member 
THE GOODLUCK BANK LTD., 

9, Raobahadut Street,. 

Jabalpur. 

8th May, 1983- [■ 

The’Manager, 

Branch Control Dept., 

Goodluck Bank Ltd., 

Head Office, M. Gandhi Road, 

Bombay-4()0 001 
Dear Sir, 

Re : Confirmation of Mr L. D’Souza, 

• Mr L. D’Souza joined our branch as an assistant accountant 
on 7th May, 1982. He was to have remained on probation for . 
one year. As Mr D’Souza completed the period of probation 
yesterday, I recommend that he be confirmed as a permanent j 
•member of the staff. • 

Mr D’Souza has given his immediate supervisors complete 1 
satisfaction with his work and I have found him a hardworking 
and prudent young man. 

Yours faithfully^ 
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When a bank has several branches in a region, far from 
head-quarters, a chief agent is appointed to supervise the work 
of all the branches in the region. The branch agents or managers 
are answerable to the chief agent and chief agent is, in turn, 
answerable to the Head Office. The chief agents are required to 
submit reports on their own and the functioning of the branches 
is further examined by auditors or examiners appointed by the 
Head Office. If a particular region starts showing “losses” the 
chief agent is the first person to be pulled ’ up as this letter 
illustrates, 

THE INDIA BANK LTD, 

India House, 

Pin Street, 

Bombay-400002. 

4th June, 1983 

Dear Mr Martin, 

We were disappointed to read the auditor’s report on the 
working of the branches under you. The offices in your region 
which showed profits till 1974 have begun showing losses. This 
sorry state of affairs seems to be due to a lack of proper control 
over sub agents. ' 

The reversed profit position has been causing anxiety to your 
directors and they are eager to know the reason for it. They 
would appreciate receiving from you a detailed report on the 
extent of deterioration and the steps you propose to take to 
remedy the situation. 

The auditor’s report shows that several good accounts have 
been lost in the last year and it is generally felt at the Head 
Office that the chief agent must be held responsible for this. It 
is in this connection that we would like to remind you to pay 
frequent and unannounced visits to the various branches under 
you. This will help you to .maintain a proper check and will 
tone up the efficiency level at the different branches. 

Yours faithfully, 
General Manager. 

Mr P, B. Martin, 

Chief Agent, 

The India Bank Ltd., 

7, Kingpin Road, 

Vijayawada. 
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Letter from a branch to the Head Office asking for confirmation j 

of overdraft allowed; 

THE BANK OF BOMBAY LTD., | 

(Baroda Branch) I 

Palace Street, jp 

Baroda. I 

9th July, 1983. | 

The Manager, f 


Branch Control Department, 

The Bank of Bombay Ltd., 

6, Nicol Street, 

Bombay-400 001, 

Dear Sir, 

jie : Messrs Lalubhai and Ghelabhai 
Messers Lalubhai and Ghelabhai, valued customers of ours, 
had informed us that they were expecting a cheque of Rs. 84,755 
from Mehta & Co. in payment of their bill. 

They requested us to allow them a temporary overdrawing 
facility in their Current Account with us in anticipation of the 
arrival of the cheque. We have allowed them an overdraft facility 
of Rs 15 960/- for two days. The account was fully adjusted 
today. We shall be glad if you confirm our action in this matter 
as a special case. 

Yours faithfully. 
Agent, 


REVIEW QUESTIONS 

1 Draft a letter to your banker instructing him to make the necessary arrange* 
ments with The Associated Cement Co, to collect dividends on your shares. 

Also draft the reply of the bank. 

2 Write a letter to the Chairman of a bank complaining of the rude behaviour 
of the branch manager towards you. Inform him of your long standing as a 
depositor Also draft a courteous reply from the Chairman or the bank. 

a as the Agent or a branch office write a letter to the Head Office requesting 
permission to grant an unusually large overdraft fac lily to a customer. 
Explain your reason for wishing to accomodate him. Draft the reply of (he 

4 as the Manager of a branch of a commercial bank write a letter to the 
’ Mana ger of the Expro Bank making a status inquiry about Mr Joshi who 

has asked for a loan. Mr Joshi had informed you that he had banked 

formerly with the Expro Bank. ■ . i t . 

Draft a reply as from the Manager of the Expro Bank advising caution m 

dealing with Mr Joshi. _ . . 

5 write a tactful letter to a customer who persists in over-drawing his account 

without prior intimation. 
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6. A customer’s security for covering a loan has depreciated in value. As the 
Agent draft a polite and tactful letter asking the customer to make arrange¬ 
ments for additional securities. 

7. As the manager of a branch office write to the Head Office of your bank 
recommending the renewal of overdraft facilities granted to your client 
Messrs Desai and Jassu. 

8. A letter, calling attention to an overdrawn account, has been sent by mistake 
to a depositor whose account actually shows a credit balance. As the branch 
manager write a letter of apology and explanation to the customer concerned. 

9. An influential man in your district requests you to open an account in his 
name and to grant him a small overdraft, He makes no mention of security 
while you know him to have no means and to be little worthy of confidence. 
As branch manager of the bank draft a tactful reply to him. 

10. An old customer has applied for a loan of Rs. 20.000/- against his old 
building. As the manager write a tactful letter explaining why you cannot 
accommodate him. 

11. What tone and style should be used while writing to (") customers, (b) other 
banks, (c) the Head Office? 

12. What are the different services rendered by a bank to its customers? 

13. As a valued customer of a Bank you have applied for loan of Rs. 50,000 

to start a new factory. Draft the Bank’s reply advising you to reduce the 
amount to Rs. 25,000, (B.U„ B.Com. June 1979) 

34. A customer of the bank writes to ask why his cheque was dishonoured in 
spite of the fact that he had sufficient balance to meet the amount drawn. 
As manager of the bank, draft a suitable reply explaining the reason for 
dishonouring the cheque and also suggesting ways to avoid such a situation 
in future. (B.U., B.Com, Dec. 1980) 

15, A valued customer of a branch bank has applied for a short term loan of 
Rs, 60,000/-, offering security which is inadequate. Draft the branch mana¬ 
ger’s letter to the Head Office asking for sanction to grant the loan. 

(B.U., B.Com. April 1981). 

16, A new customer has requested you for credit facility to the extent of Rs. 
10,000 for one month, giving you the reference of a trader and that of his 
bank-Union Bank of India, Write a letter taking up the bank reference. 

(B.U., F.Y.B.Com. April, 1982) 

17. Write a letter to the Manager of a Bank requesting him for an overdraft 
facility without security tor a short business season. 

(B.U., F.Y.B.Com. April, 1982) 

18. A valued customer of your bank has protested against the commission that 

the Bank has charged to cash his up country cheque. As Manager of the 
bank draft a suitable reply. (BU„ S Y.B.A, Nov. 1980) 

39. The treasurer of the newly formed Bandra Mahila Mandalhasbeen endors¬ 
ing cheques drawn to the order of the Mandal and depositing them for the 
last one month in her personal account with the bank, without any proper 
authority. As Branch Manager of the Bank of Bombay, write a letter to her 
pointing out the risk involved and requesting her to put the matter .on a 
satisfactory basis. (B.U., S.Y.B A. April, 1981) 

20. A loan of Rs, 20,000/- was granted to a customer of your bank in January 
1981. The value of the security deposited with the bank to cover the loan 
has recently depreciated. Draft a suitable letter to the customer. 

(B.U., S.Y.B A. May 1982) 





SECRETARIAL CORRESPONDENCE 


The Secretary occupies a unique place in the structure and 
organisation of a Joint Stock Company. He is an employee and 
under the direct supervision of the Directors while to the rank 
and file of the workers, who rarely come in contact with the 
Directors, he is the "Boss”, In many respects his position is a key 
one for he is the person who links, connects and co-ordinates 
the various departments of the company. He deals with the 
directors, the staff, the shareholders and outside parties like banks, 
insurance companies and governmental and semi-govermental 
departments. For the purpose of this chapter the correspondence 
of the Secretary has been considered under three heads: (i) 
Correspondence with members, (ii) Correspondence with directors, 
and (iii) Correspondence with outside parties. 

CORRESPONDENCE WITH MEMBERS 

To the members of the Company, i.e., to the shareholders, 
the Secretary is the Chief Company Executive, the one who can 
answer all their questions and inform them about the working of 
the organisation. While corresponding with shareholders the 
Secretary should bear in mind that though he is the "mouthpiece” 
of the company he is also in a sense "the servant” of the people 
to whom he is writing for it is the shareholders who really own 
the company. The tone of his correspondence should, therefore, 
be courteous and polite. Even when he has to be firm and turn 
down a request made by a shareholder his letter should be 
tactfully worded. 

Most letters to shareholders are in the form of circulars and 
relate to the business of meetings, issue and transfer of shares, 
etc. Letters, however, take on a personal note and call for the 
exercise of restraint and tact when awkward requests are put 
forward by members. For instance, a shareholder might want to 
know in advance the dividend that the company is likely to declare 
or another might want a particular contract to be given to his 
relative. In such cases, the Secretary should firmly but politely 
refuse to oblige. Pie should point out tactfully that it is in the 
best interests of the shareholder himself that requests of this 
nature are turned down and the company is run on sound and 
efficient administrative principles, While the Secretary should 
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jealously guard the secrets of the company he should also be 
'prompt in supplying information regarding ordinary matters that 
'shareholders may seek from him. 

'Letters of complaint from shareholders usually pertain to the 
■market price of shares and the payment of dividend. A few 
■general statements about the state of the affairs of the company 
or the reasons for delay in payment will satisfy most shareholders. 
'If, however, a shareholder is not satisfied with such replies it 
■would be very wrong on the part of the Secretary to get involved 
in lengthy correspondence or arguments. He should place the 
matter before the Board of Directors who are really competent 
■to deal with such matters. 

ILetter Alloting Shares to Applicant 

THE BINAIFER COMPANY LIMITED 
Pritinagar, Bombay, 

8th Ocober, 1983 

Allottment Letter No.. 

Last date of payment. 

Issue of.Shares.. 

'.Name and address of Allottee 


ALLOTTMENT LETTER 

Dear Sir/Madam, 

l am instructed by the Board of Directors to inform you that 
in response to your application you have been allotted 300 shares 

•of Rs..........each, bearing Nos.to.....of the Binaifer Com- 

ipany Limited. The amount payable on Application and Allottment 

is R s .out of which you have already paid Rs..at the 

ttime of application, The balance amount of Rs.....should be 

•paid by you before.19.Interest at the rate of 9% per 

annum will be charged for late payment. You are also hereby in¬ 
formed that failure to pay any amount on its due date will render 
tyour shares and any payment already made liable to forfeiture. 

By Order of the Board. 

\ Secretary. . 
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Letter informing Applicant of Inability to Allot Shares 

THE B1NAIFER COMPANY LIMITED 
Pritinagar, Bombay. 

8th October, 1983 

Name and Address of Applicant 


Dear Sir/Madam, 

I am instructed by the Board of Directors to inform you that 
they regr et their inability to allot you any shares of the Company 

in response to your application for.,....ordinary Shares dated 

the.1.9. 

The money deposited by you is refunded herewith by Cheque 

No.Please sign the receipt attached to the cheque and present 

it together to your bankers in due course. 

Yours faithfully, 
M. N. Vasoo 
Secretary. 

Circular letter to Shareholders offering New Shares 

THE FERZANA COMPANY LIMITED 
Sundernagar, Bombay. 

7th August, 1983- 

Dear Sir/Madam, 

Re: Issue of 80,000 Ordinary Shares at par. 

The demand for the products of the Ferzana Company Limited 
has been steadily increasing. This has enabled the Company to 
pay higher dividends every year. The volume of trade in the last- 
twelve months has increased to such an extent that we are unable 
to cope with the demand for our textiles in India and abroad. 

To deal with the ever-increasing list of pending orders the 
directors of your company have decided to increase the produc¬ 
tion capacity of the mill at Parel. This will involve the purchase 
of new machinery and the employment of more labour, etc. The 
new expansion will, however, enable the Company to meet the 
demand for products both in the internal and foreign markets. 

It is proposed to raise Rs. 80,00,000 by way of additional 
capital. This will be done by issuing 80,000 shares of Rs. 100 
each at par to the present shareholders of the company in the 
ratio of one share for every five shares held by the shareholder. 
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As you are well aware the present market value of your 
shares is Rs. 137 per share and the new issue of shares at par.- 
will prove a benefit to shareholders. 

The company has already obtained the consent of the Registrar 
of Capital Issues to the issue of new shares. It is hoped that yon 
will take advantage of this offer and inform us at your very ear- 
list convenience. 

"With this letter you will find enclosed the detailed memo¬ 
randum, application forms for new shares and renunciation form, 

Yours faithfully, 
K. T, Desai. 

Secretary. 

Letter to Shareholder offering Bonus Shares 

THE BINAIFER COMPANY LIMITED 
Pritinagar, Bombay. 

9th October, 1983 ; 

Dear Sir/Madam, 

Re : Issue of Bonus Shares 

In accordance with the Special Resolution passed: at the Extra¬ 
ordinary Genaral Meeting of the Company held on 28th September, 
1981, the Board of Directors has issued and allotted 15,00,000 
Bonus Ordinary Share of Rs. 50- each credited as fully paid up. 

The number of Bonus Shares to which you are entitled in 
accordance with your holdings on 30th March are indicated below : 

One full Ordinary Share of the value of Rs.. 50/- will be 
given on presentation of four fractional certificates. The fractional 
certificates must be presented to the Company with the applica-- 
tion form on the reverse filled in and signed before the.19. 


The Directors of the Company however, retain the right in. 
their absolute discretion to refuse such allotcment to any person, 
(other than a member of the company) of whom they do not approve 


Reference No. of 

No. of Distin- 

! No. of fra- 

Fractio- 

Folio shares held 

Bonus shares ctive 

ctional certi- 

nal Cer- 

on 30th 

of Rs. 50/ number 

ficates 

tificate 

March 

each credited of Bonus 

representing; 

Nos. 

19... 

as fully paid- Shares 

1 /4 of one 



tip. allotted 

Bonus 




Share. 



Yours faithfully, 
M. N, Vasoo 
Secretary. 
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Welcoming a New Shareholder 

THE RADHKR1S CO. LTD. 

1, M, G. Road, Bangalore, 

12th May, 1983 

•Dear Shareholder., 

Permit me to welcome you to our company. The company 
-was privately owned till 1979. In the last five years it has been 
•a pleasure to welcome hundreds of shareholders like you, who 
have become associated with the organisation through the owner' 
••ship of shares. 

As the secretary of the company I shall keep you informed 
-of all major developments in the organisation by sending you 
-quarterly and annual reports. I shall also be happy to reply to 
all your letters. But I want to extend a personal invitation to 
•you to visit our office and factory and see for yourself that you 
have made a good investment. 

The last year has been a particularly good one as far as our 
exports have been concerned. We have increased production to 
meet the increased demand overseas. You must read all about 
this in the Annual Report which is being printed at present and 
which will reach you in a few days. In case you wish to have 
■some other literature about us, do write to me and I will send 
at to you. 

Yours faithfully, 
Secretary. 

(Reply to a Shareholder about Proposed Dividend 

THE FERZANA COMPANY LIMITED 
Sunder Nagar, Bombay. 

7th October, 1983 

Shri'J. K. Thali, 

'7, Waudby Street, 

Bombay-400 001 
I Dear Sir, 

- I heve received your letter dated 2nd October in which you 
have inquired if your company will be able to pay the same high 
'■rate of dividend it had done last year. 

I regret that 1 am, as an employee of your company, unable 
;,fo disclose any information to you in advance of the other share¬ 
holders. You will appreciate that such discretion on my part is 
rin the best interests of the company. I have no hesitation however 
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in informing you that your Company has done excellent business 
in the last year and continues to be managed prudently and 
•efficiently, 

Very truly yours, 
K. TV Desai 

J Secretary 

Reply to letter Complaining of Low Dividend Rate 

THE FERZANA COMPANY LIMITED 
Sunder Nagar, Bombay. 

6th December, 1983 

Shri M. U. Marthy, 

-6, Forjett Street, 

Bombay. 

Dear Sir, 

This has reference to your letter dated 30th November com¬ 
plaining of the low rate of dividend announced this year. I am 
directed to inform you that your Board of Directors gave very 
■careful thought and consideration to the issue before announcing 
the dividend. It was felt that the declaration of a slightly lower 
•rate of dividend this year would greatly strengthen the position 
.of the company and enable us to undertake an increased volume 
of trade in next year. 

Yours faithfully, 

/ K. T, Desai 

Secretary. 

'Reply to a Shareholder abput fall in the Share Value 
THE FERZANA COMPANY LIMITED 
Sunder Nagar, Bombay. 

8th September, 1983 

Shri R, M. Speculator 
•'89, Maruti Road, 

Bombay. 

Dear Sir, 

I appreciate the interest you have been taking on our holdings 
.as revealed in your letter dated 2nd September. As a shareholder 
■you are naturally concerned at the apparent fall in the market 
-value of your company’s shares. I wish to take this opportunity 
•to assure you that there is least cause for alarm. The Company 
•is doing excellent business and is financially in a very sound 
position. 
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' The fall in the market value of shares is due to a number of 
factors and you may perhaps have noted from newspaper reports 
that the shares of other] textile companies have also fallen in 
value. The chief contributory factor has been the heavy corporate 
taxation policy of the government which has resulted in dissuading, 
equity investment. 

Your Board of Directors is confident that the present trend 
is likely to be reversed in the near future. Meanwhile, you will 
be happy to learn that your company has stepped into the export 
market in a big way and that very large orders for our textile 
products have been received from three East African countries. 

Yours faithfully,. 

K. T. Desui 
Secretary, 

CORRESPONDENCE WITH DIRECTORS 

As an employee of the company the Secretary must adopt a 
respectful tone while addressing the directors. Even when a 
director is misinformed, inexperienced or in the wrong the Sec¬ 
retary should not assume an authoritative tone but should try to 
guide him tactfully. In point of fact the Secretary does not have 
to correspond on a large scale with the Directors as he usually 
meets them personally at Board meetings. He may, however, have 
to write to them when (a) a director has been absent at a Board 
meeting and asks about its proceedings, (b) a director has to be 
persuaded for or against including some item of business in the 
Agenda, (c) a director seeks information or clarification on some 
matter from the Secretary who is after all the most experienced 
officer of the Company and thoroughly acquainted with its work¬ 
ing, or (d) a director has to be informed that something is 
against the interest of the company, illegal or ultra vires, 

. Letter requesting a Director to attend a meeting 
THE GORIMAR COMPANY LIMITED 
7, Jalbhoy Street, Bombay. 

13th October, 198.1. 

Shri J. J. Marfatia, 

Bella Vista, 4th Road, i 
Sion,. Bombay. - 
Dear.Sir,. ■>. 

Your attention is invited to the Agenda of the next Board 
meeting which is enclosed with this letter. It is likely that item 
6, which deals with the proposal to establish our branch office 


at Poona, will be discussed in detail, It will be greatly appreciated 
if you, with your wide experience in the field, will participate in 
this discussion and give the member the benefit of your advice. 

I have, therfore, to make this special request to you to make it 
convenient to attend the meeting which will be held in the Board 
room of our office at 4 p.m. on the 20th October, 1983. 

Yours faithfully, 
K. J. Koppikar 
Secretary. 

Letter to a Director regarding proceedings at Meeting 

24th November, 1983 

Shri J. J. Marfatia, 

Bella Vista, 4th Road, 

Sion, Bombay. 

Dear Sir, 

I am sorry to learn from your letter of 17th November that 
70 U are in ill health and were therefore unable to attend the 
Board meeting on 20th October. In your letter you have asked 
•for a report on the proceedings at the meeting and I am therefore 
-enclosing a copy of the Minutes which have just been cyclostyled. 

As anticipated, item 6 of the Agenda (proposal to establish 
a branch office at Poona) was discussed at great length and in 
•great detail. It was finally decided to open the branch as the 
minutes will show. Shri Kamdar made a very valuable contribu¬ 
tion to the debate by pointing out the various advantages that the 
Company would get by opening the branch. The other items were 
•of a routine nature and require no comment. A copy of tire 
report by Shri Kanu Mehta on his trip to Japan is enclosed for 
-your reference. 

Yours very truly, 
K. J. Koppikar 
Secretary. 

Ends : (i) Minutes of the Meeting 
(ii) Report by Shri Mehta 

"Letter to a Director about his interest in a Contract 
THE GORIMAR COMPANY LIMITED 
7, Jalbhoy Street, Bombay. 

7th January, 1983 

Mr H. D. Mehta, 

9, Hughes Road, 

Bombay. 
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Dear Sir, 

I have heard from a reliable source that you are personally 
interested in the contract with Messrs Daru and Daru which is tO' 
be discussed at the next Board meeting on 17th February. I am, 
therefore, writing to you in my unofficial capacity to find out if 
you really are interested in this contract. 

If there is any substance in the report that I have heard and 
if you really are personally interested in this contract then by the 
provisions of the Companies’ Act you are required to declare 
the nature of your interest at a meeting of the Board. I have 
writen this letter to you to prevent breach of this section of the 
Act of which you might perhaps not be aware. I shall be very 
happy to receive your remarks on this matter at an early date and. 
assure you that they will be treated as strictly confidential. 

Yours very truly, 
K. J. Koppikar 
Secretary. 

Letter to a Director turning down a Recommendation 
THE GORIMAR COMPANY LIMITED 
7, Jalbhoy Street, Bombay. 

8th February, 198.3' 

Mr M. C. Chainani, 

8, Post Office Lane, 

Colaba, Bombay. 

Dear Sir, 

I am grateful to you for recommending your nephew Mr 
P. M. Chainani as the contractor for the Company’s warehouse 
to be erected at Parel. Mr Chainani called on me yesterday and 
submitted his quotation for the proposed warehouse. 

In this connection I would like to remind you that at the 
last Board Meeting it was resolved to award the contract to the 
applicant who submitted the lowest quotation. My office has 
already received several quotations and on comparing them with 
that of Mr Chainani 1 find that his quotation is higher by Rs, 
22,000/-than tlie lowest quotation received by us so for. Under 
the circumstances I have to inform you that it is not possible 
to consider Mr Chainani’s tender inspite of your strong recommen¬ 
dation.- 


Yours faithfully* 
K. /. Koppikar 
Secretary.. 
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Letter asking a Director for Information 

THE GORIMAR COMPANY LIMITED' 

7, Jalbhoy Street, Bombay. 

8th October, 1983'- 

Mr D, M. Dumri, 

Dumri House, 

Kuccha Street, 

Bombay-400 034. 

Dear Sir, 

Under the provisions of the Companies r Act we are required' 
to furnish detailed information about the number of directorships 
held by the directors of this company. My office has to submit 
a return containing this information to the Registrar of Compa¬ 
nies before 15th December, 1983. I shall be very much obliged, 
therefore, if you will kindly provide the information at your 
earliest convenience. You should clearly mention in which 
companies you are a director at present and also 1 give a list off 
companies whose directorship you have accepted or rejected- 
in the last twelve months. 

Yours faithfully,.. 
K, J, Koppikar 
Secretary. 

Report by a Secretary to the Directors 

THE GORIMAR COMPANY LIMITED- 
7, Jalbhoy Street, Bombay. 

11th February, 1983,- 

The Chairman, 

Board of Directors, 

Dear Sir, 

Re : Opening a Recreation Club and Reading 
Room for factory hands. 

A fortnight ago I was approached by the Secretary of the 
Workers’ Union with a proposal for starting a Recreation Club* 
and Reading Room for our workers. I have carefully studied the 
proposal and its financial implications and take great pleasure in- 
presenting this brief report to you, 

Possible Benefits of the (Scheme : According to industrial 
research carried out in West Germany (West German Industrial 1 
Journal, issue of 8th October, 1982) it has been found that a 20% 
investment in providing amenities of this nature to factory wor¬ 
kers has produced a more than proporitonate increase in por- 
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duction. Even in Bombay the factories in the Tata group have 
been providing such amenities to their workers. It is my consider 
red opinion that the starting of such a club and reading room 
will (a) improve working efficiency, (h) please the workers and 
lead to better industrial relations, (c) improve the technical know¬ 
how of our skilled workers and supervisory staff by providing 
the latest technical journals and books in the reading room. 

Site : The old warehouse, adjoining the pumping station, to 
the rear of the factory building, could be converted into a 


recreation and reading room. 

Financial Implications 
‘Capital Expenditure. 

Rs. 

Cost of renovation and reconstruction of warehouse 20,000 
Purchase of furniture and fixtures 15,000 

Purchase of equipment for games, books, etc, 7 <000 

. 42,000 

Recurring Expenditure 

Rs. 

Salary of two peons (per annum) 8,400 

Subscription for journals, magazines, etc, 5,000 

Electricity and other charges 2,500 

15,900 


The Worker’s Union has volunteered to meet 40% of the 
■capital and recurring expenditure from their funds, 

1 shall be happy to meet you and answer any questions that 
■you may have in mind regarding this proposal. 

Yours faithfully, 
K, J. Koppikar 
Secretary, 

;Branch Inspection Reports 

THE GORIMAR COMPANY LIMITED 
7, Jalbhoy Street, Bombay. 

12th June, 1983. 

The Chairman, 

Board of Directors. 

Dear Sir, 

Re : Working of the Sholapur Branch. 

Following the instructions given to me by you over the tele¬ 
phone on 1st June, 1983, I paid a surpris'e visit to the Sholapur 
Branch on 8th June. I regret to inform you that the Branch office 
-is run in a most inefficient and disreputable manner, 
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I reached the Branch Office at the opening time of 10 a. m. 
and found only a peon in attendance. The Branch Manager, Shri 
■B, K. Mody, was the last to arrive at 11 a. m, Shri B. K, Mody 
is short-tempered and fails not only to get on with his juniors 
but also to extract work from them. I found that the books of 
accounts had not ’been brought up to date. The accounts clerk 
'knows nothing about book-keeping and his only qualifications 
seems to be that he is related to Shri B. K, Mody. It surprised 
me to find that advertisement folders and pamphlets for distri¬ 
bution among customers which were sent to the Branch Office 
last month were still lying unopened in packed boxes. The stock 
in the branch office is not recorded nor is it arranged. 

Before leaving Sholapur I instructed Shri B. K. Mody to put 
things straight and also immediately terminate the service of his 
'relative, the accounts-clerk. He has promised to do so but con¬ 
sidering the nature of the person I greatly doubt that things at 
the Sholapur branch will run smoothly as long as he is in charge. 

I strongly recommend that Shri B. K. Mody be recalled for work 
-in the Head Office and that Shri A. Menon, who is at present 
..Assistant Branch Manager at Poona, be placed in charge of the 
'Sholapur 'branch. 

Yours faithfully, 

K. J. Koppiker , 
Secretary. 

CORRESPONDENCE WITH OUTSIDE PARTIES 

The Secretary of a Joint Stock Company has to correspond 
with various organisations like banks, insurance companies and 
■other associations.'While writing to them be should bear in mind 
that to these organisations he represents the company and hence 
‘his letters should be marked by politeness of tone and accuracy. 
There should be no slipshod writing or careless presentation. 
Letter to a Bank to open an account 

THE EERZANA COMPANY LIMITED 
Sunder Nagar, Bombay. 

8th January, 1983. 

The Manager, 

The Excellent Bank Ltd., 

Bombay-400 002. 

Dear Sir, 

At a-meeting of the Board of Directors of the above named 
.company on 6th 'January it was resolved that an account should 
,30/B.C. 
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be opened with your bank and that you should be appointed ; 
official banker to the company. My office has already obtained 
the form for opening the account from- your bank and 1 am en< 
closing the same with this letter along with other relevant 

documents ‘ Yours faithfully, 

K. T. Desai 
Secretary. 

Letter to a Bank showing error in Account Current j 

THE FINEX COMPANY LIMITED 

Ninpore Road, Bombay. i 

29th June, 1983; jv 

The Agent, 

The Safe Bank Limited, 

Bombay-400 005. 

Dear Sir, 

Thank you for promptly sending us the Account Current as ■ 
required by us. On examination, however, we find that an error ; 
has crept into the Account which we shell thank you to rectify 
as soon as possible. 

On 3rd April we had sent a cheque for Rs. 89/-to you for ; 
collections. We have with us your letter dated 6th April acknow- : 
ledging receipt of the cheque but find that you have not credited 
us with the proceeds. We are returning the statement of account i 
with this letter for rectification. 1 

Yours faithfully, [ 
M. L Syctl l 
Secretary. 

Letter to a Bank requesting a Loan for the Company 
THE FINEX COMPANY LIMITED 

Ninpore Road, Bombay. _ : 

10th August, 1983, , 

The Agem), 

The Safe Bank Limited, 

Bombay-400 005, 

Dear Sir :| 

We are happy to inform you that our Company has secured \ 
the contract for providing furniture for all the canteens of the 
Central Railway in the face of stiff competition. As this will 
mean a sudden expansion in our activities we require additional . 
temporary capital of Rs. 5,00,000/-(Rupees Five Lakhs) for a . 
period of one year only. 
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As you know we have been banking with you since the 
establishment of your branch and our dealings have always been 
satisfactory. Please let us know by return of post whether you 
are in a position to arrange the loan for us and what security 
will be required by you for this purpose. 

Yours faithfully, 

M. L. Syed. 

Secretary 

Letter to an Advertising Company 

THE READYMADE GARMENT CO. LTD. 

Shirtpant Street, Bombay, 

9th July, 1983 

The Dazzle Publishers, 

Bright Street, 

Bombay. 

Dear Sir, 

The Readymade Garment Company wishes to launch a 
dynamic advertising campaign in all major cities of India for a 
period of four months with effect from 15th August. The 
Company proposes to spend a sum of Rs. I,00,000/-(approximately) 
on the campaign. 

The advertisements should appear mostly in the main natio¬ 
nal English dailies. The campaign should be so organised that 
the advertisements should appear at the same time as the illu¬ 
strated booklets are sent out to retailers. Provision should also 
be made for advertising by hoardings in public conveyance 
like railways. 

I shall be happy if you will draft a scheme for the campaign 
and send it to me before the 25th July so that I may place it, 
along with copies of the booklet and layout, before the Board 
to Directors at their meeting on 28th July at 3 p.m, in the 
Company’s office. I shall thank you to make it convenient for 
one of your representatives to be in attendance to answer any 
questions with respect to the scheme. 

Yours faithfully, 

N, B, Gulab. 

Secretary 
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Letter to Stock Exchange regarding Shares 

THE NOTOOL COMPANY LIMITED 
Hamam Street, Bombay. 

8th February, 1983 

The Secretary, 

Bombay Stock Exchange, 

Dalai Street, Bombay. 

Dear Sir, 

Under instructions from the Board of Directors I am to 
request you to put, the shares of the Notool Company Limited 
on the Bombay Stock Exchange quotation list. The details of the 
Shares, are given below 

Registered Capital of the Company Rs. 10,00,000/- 

Paid up Capital Rs. 5,00,000/-- 

Free Reserves (inc. development rebate) Rs. 11,00,000/- 

Secured Loans Rs. 11,00,000/- 

Deposits Rs. 1,00,000/- 

To assist you I am enclosing (i) two copies of the Memo-, 
randura, Articles of Association and Prospectus, (ii) copy of 
the Register of Shareholders, (iii) last Annual Report, Accounts 
and Balance Sheet (iv) Specimens of Share Certificates. 

Please send me the official application form for the purpose 
of putting the Company’s shares on your quotation list. 

Yours faithfully, 
B, M. Das. 
Secretary. 

Letter to the Company’s Auditors 

THE NOTOOL COMPANY LIMITED 
Hamam Street, Bombay. 

9th February, 1983 

Shah & Hansotia, 

Chartered Accountants, 

Marine Lines, Bombay, ; 

Dear Sirs, 

Mr Khambatta, our Managing Director, will shortly be flying 
to the U.K. to negotiate an important transaction. He therefore 
wishes to hold the annual General Meeting of the Company 
sometime in April. He has asked me to convey to you his desire 
to have the audit of the Company’s accounts earlier this year. 
Your co-operation in this matter will be greatly appreciated. 
Please confirm, by return of post, that you will be able to 
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complete the audit so that I may report accordingly to Mr. 
Khambatta, 

Yours faithfully, 
B. M. Das , 
Secretary. 

Letter to a Charitable Institution 

THE NOTOOL COMPANY LIMITED 
Hamam Street, Bombay 

c 8th August, 1983 

The Secretary, 

The Cancer Hospital, 

Worli, Bombay, 

Dear Sir, 

We have received your very moving appeal for help through 
Shri H, M. Himmat, one of the directors of our Company. 
Unfortunately we cannot be of help to you in the imme¬ 
diate future. Each year our Company donates a large sum of 
money to a number of approved charitable institutions of which 
we maintain a list. As your hospital has been recently opened 
it did not feature in our list and we have already exhausted the 
fund set aside for this purpose. I have given instructions to my 
office to include the name of your hospital in our list and assure 
you that we will donate liberally to your hospital in the next 
finacial year. 

: Wishing you the best in the noble work you are doing, I 
remain, 

Yours faithfully, 
B. M. Dass 
Secretary. 


REVIEW QUESTIONS 


1. Why is it said that the Secretary of a joint stock company occupies a unique 
place in the organization ? 

2. Mention some of the parties to whom the Secretary has to write letters. 
What points should a secretary bear in mind when writing to them? 

3. Write a letter to a shareholder who has complained that though he has 
informed you of his change of address, letters and circulars are still being 
sent to his former address. 

4. Write a tactful letter to a shareholder who has complained that he did not 
receive a copy to the Company’s accounts before the General Meeting in 
which they were to be considered. 

5. Write a letter to a shareholder who writes to seek your advice about pur- 
. chasing more shares of the Company. 
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6. As a Secretary of a joint stock company write a letter to a shareholder in 
reply to his inquiry regarding a newspaper report that your company is 
about to be absorbed by another company. 

7. One of the directors has written to you suggesting a scheme for the expan* 
sion of the company’s business. As the Secretary send a reply stating that 
the expansion plan is not advisable in the present economic conditions. 

8. As the Secretary of a company write a letter to an insurance company 
claiming compensation for goods damaged by fire. 

9. As the Secretary of a company write to the company’s bankers asking for 
overdraft facilities to the company. 

10. Draft a circular letter to your office assistants pointing out the poor quality 
of work done by them and requesting their co-operation in improving 
efficiency. 

11. Write a letter to a branch manager informing him that an accountant from 
the Head Office will soon visit his branch, Ask him to make the necessary 
arrangement for his stay. 

32. As the Secretary of a company write a letter to the Health Department, 
Bombay Municipality, complaining of uncleancd dustbins outside the office 
building. 

33. A shareholder wants his son-in-law to be appointed for distributing the 

Company’s product, As Secretary or the agent of the Company write a 
tactful reply turning do»vn his request. (B.U. B.Com. June 1979) 

14. Draft the Company Secretary's reply to a shareholder’s letter in which he 
wants to know if the Company was declaring higher dividends. 

(BU. B Com. May 

15. A shareholder writes to ask why his tender for the construction of the 

proposed Staff Recreation Centre was not accepted in spite of the fact that 
he holds a large number of shares of the Company. As secretary of the 
Company, draft a suitable reply. (B.U. B.Com. Dec. 1980) 

16. A shareholder has written to ask whether the company will declare a higher 
dividend this year, He also wants to know whether it would be advisable 
for him to buy more shares of the company. As secretary of the company, 
draft a suitable reply to be sent to the shareholder. 

(B.U. B.Com. April 1981) 

37. As the Secretary of a Limited Company, write a reply to a shareholder 
explaining to him why the company has declared a lower rate of dividend 
than in the previous year. (B.U.F.Y. B.Com. April 1982) 

18. As Secretary of a company draft a circular to your shareholders containing 
proposals for the amalgamation of the company with another company, 

(B.U. S.Y.B.A. Nov, 1980) 

19. The Western India Shipping Co. Ltd. Bombay have received a letter from a 

sensitive shareholder, expressing fears about; the stability of the Company 
because of a recent fall in share-value. As secretary, write a reassuring 
reply, (BU., S.Y.B.A, April 1981) 

20. As Secretary of the Bombay Engineering Works Ltd,, write a letter to a 

director of the company requesting him to divulge his personal interest in a 
contract with another company, which is to come up for discussion at the 
next Board meeting. (B.U., S.Y.B.A. May l%iZ) 



THE TELEGRAM 


A telegram transmits messages quicker than a letter; this is 
known by all. What the company employee, sending messages at 
the cost of the company, often forgets is that a telegram is 
costlier and that every word is priced. Not only should the 
•telegram be sparingly used, it should be used in such a manner 
that the least number of words are used. The chief advantage 
of the telegram over the telephone (which is a still more rapid 
means of communication) is that like any other written commu¬ 
nication the telegram is a permanent record. It can be read and 
considered and it can be filed for future reference, and 
•consultation. 


Telegrams are usually sent when the matter is so urgent 
that it cannot brook the delay of letter writing and mailing. 
Telegrams are sent to convey urgent orders, to announce sudden 
•changes in rates and interest, to convey quick acceptance of an 
offer, to announce shipping or other transport delays, to expedite 
collection work, to inquire about missing documents. 


The person who drafts a telegram cannot afford the luxury 
■of full grammatical sentences. Indeed sentences are not to be 
■considered at all. The person who drafts a telegram tries to 


convey the message through individual words rather than sente¬ 
nces. A telegram that reads “arriving tomorrow” needs no 
elaboration. Words like “the”, “and”, “I”, “that” and “a” can 


almost always be omitted. It should also be borne in. mind that 
nouns and verbs convey ideas and meaning more concisely than 


other parts of speech. 


Not only must a telegram be brief, it must also be cleat,. 
For instance take a telegram that reads; “Parcel arriving 2p.m. 
train stop take delivery” leaves theu'eader iu doubt as to whe¬ 
ther the train will leave for its destination at 2 p.m. or will 


reach its destination at 2 p. ra. 


Lengthy telegrams can be sent in paragraphs, just like letters. 
Punctuation may be completely ommited for every sign or pun¬ 
ctuation as a comma, a stop, etc. will have to be spelled out in 
full and will be charged as a full word, When the telegram is 
loi)g it becomes necessary to put a full stop in relevant places 
but in brief telegraphs it could be omitted. 
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It is the accepted practice in the business world to confirm- 
by post the same day (latest the next day) the message of the 
telegram; that is to say, a letter must be sent in which the exact 
words of the telegram are repeated. Many business houses adopt 
the safe practice of sending a carbon copy of the telegram itself 
as this helps to rectify any error that may have taken place in 
transmission. 

Cablegrams (i.e. telegrams sent by sea cable) and radio tele¬ 
grams are to be drafted in the same way as telegrams. 

How to draft a Telegram 

1. Type or write the message on the telegram form in bold, 
capital letters. Take care to have two carbon copies of the 
message one for your records and the other to be enclosed with 
the followup letter. 

2. Take care to see that the proper address is written on the 
form. Use the correspondent’s telegraphic address, if he has one. 

3. Use the minimum of words but remember that nothing, 
is gained by reducing the words to less than- the number upon, 
which the minimum charge is based; 

4. Omit the salutation and the complimentary close but do 
not forget to insert the name of the sender. 

5. Insert the word STOP to indicate the end of a sentence. 

6. Try to effect economy of words by combining words 
wherever possible (“could not” should be written as “couldnt"). 
It is always possible to use the present participle to cut short a 
sentence ("I shall be arriving at 9 a. m.” = “Arriving 9 a. m,”} 
Jt is also permitted to change and combine words in the form- 
of a code, provided the code is understood by the receiver of 
the message. Some examples:— 

Regarding your letter=RYL Estimated time of arrival®ETA 
Regarding bur letter=ROL Two per cent®TWOPERCENT 
Your telex=YOURTEL Stock in trade =STOCKIN' 

TRADE 

Five Dozen=FIVEDOZ Government of India =GOV- 

INDIA 

As soon as possible® SOONEST United States » UNISTATES 
Referring to your telegram Referring tO'your quotation « 
= REFGRAM REFQUOT 

Unnecessary words can be eliminated by using certain affixes, 
suffixes and prefixes to minimise copy. Instead of saying “From* 
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Mafatlal” or “With discount” the telegram draft would read EX- 
MAFATLAL” or “CUMDISCOUNT”. Some of the common, 
abbrevitions are:- 

From =EX 
After =ANTE 
To =AD 
On =SUPRA 
Come =CUM 
Through =VIA 

The articles “a”, “an” and “the” are omitted in cables and" : 
all punctuation marks are spelled out in full—“comma”, “colon" ' 
“quote”, “unquote”, “stop”, etc. 

Condensing a letter into a telegram 

Example 1 

“With regard to your letter of 12th November we regret to* 
state that we are unable to comply with your request in its present 
form, but we appreciate the benefits likely to accrue from the 
overdraft you require and should be prepared to consider this* 
loan if it were backed by more tangible security. We would 
point out that these precautions are a general practice, not' 
intended to have any personal significance. Subject to these- 
modifications, we are prepared to finance you, charging interest 
at seven per cent on daily balances.” 

Telegram “REGRET UNABLE COMPLY OVERDRAFT 
STOP RECONSIDER WITH TANGIBLE SECURITY STOP 
OVERDRAFT AVAILABLE INTEREST SEVEN PER CENT' 
DAILY BALANCES”. 

Example 2 

“Please refer to our Telex message of 30th April in connec¬ 
tion with our Order No. 7654. Our customers are pressing us 
for delivery and we are still awaiting replacements from y° ll «AVe- 
would greatly appreciate receiving your advice in this matter. 

Telegram “OURTEL THIRTYAPRIL ORDER 7654- 
AWAITING REPLACEMENTS CUSTOMERS PRESSING STOP ' 
ADVISE.” 

Telegram requesting Quotation 

“PLEASE QUOTE URGENTLY TWO THOUSAND TEE- 
SHIRTS AND DELIVERY DATE.” 


Before =PRE 
For =PRO 
BY =PAR 
Under »INFRA 
Between®lNTER 






474 


Business Communication 


■•Reply ; 

“TWO THOUSAND THESHIRTS TEN THOUSAND RUPEES 
'BOMBAY CENTRAL DELIVERY TWO WEEKS RECEIPT 
"ORDER.” 

Telegram requesting Discount 

“PLEASE TELEX IF AGREE TENPERCENT DISCOUNT 
’TWO THOUSAND TEESHIRTS.” 

'Reply 

“TWOTHOUSAND TEESHIRTS REGRET MAXIMUM 
DISCOUNT SEVENPERCENT.” 

‘Complaint of Late Delivery 

“ORDER H9876 STILL NOT ARRIVED PLEASE EXPEDITE 
DR ADVISE.” 

Complaint of Wrong Goods 

“RECEIVED QUANTITY SAREE INSTEAD SHIRTING 
■OUR ORDER H9876 FIRST JUNE PLEASE EXPLAIN ” 
‘Cancellation of Order 

"IMPERATIVE ORDER H9876 ARRIVE AS INSTRUCTED 
OR REGRET MUST CANCEL.” 

Reply 

“ORDER H9876 WRONG DELIVERY GOODS NOT 
RETURNED.” 

Reply 

“PLEASE CANCEL ORDER H9876.” 

Request for payment 

“WE HAVE BEEN PATIENT STOP PLEASE SEND 
’CHEQUE URGENT.” 

OR 

“WILL TAKE ACTION UNLESS MONEY RECEIVED IN 
THREE DAYS.” 

I Asking Branch Office for Explanation 

“ROL TWENTIETH JUNE STOP REPORT IF PENDING 
BILLS SINCE RECORDED STOP EXPLAIN DELAY.” 

Instruction to Branch Office 

l “EXPEDITE SUBMISSION PROPOSAL HUBLI MUNI¬ 
CIPAL CORPORATION.” 

2. “FORWARD FINANCIAL REPORT CHOTALA AFTER 
VERIFICATION.” 
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3. “RYL YAMOTH SONS STOP WHAT IS OVERCALL 
GUARANTEE WITH BANK.” 

-Congratulations 

“HEARTIEST CONGRATS YOUR PROMOTION MAN A' 
•GER.” 

Condolence 

“SINCERE REGRET SHOCK DEATH UMARSING CON* 
DOLENCE.” 

REVIEW QUESTIONS 

3. Write the following telegrams using the fewest words possible, without 

sacrificing clearness to brevity: 

(a) To Mr Botwala of Surat asking for an appointment at his office on the 
coming Monday. 

(b) To the chairman of your company informing him of the destruction by 
fire of one of the warehouses under your charge. 

(c) To your broker, Mr. Shantilal Joshi, 76, Dalai Street, Bombay 400 001, 
asking him to sell 2500 shares of Mora* Co. immediately. 

(d) To your branch manager in Madras instructing him to go to Madurai 
to contact Mr Panalal at the Greens Hotel. 

2. Write the following letters in telegram form: 

(a) “We find from our records that we have not received your cheque for 
,Rs. 5,000 in respect of the interest amount for the month of April 1983. 
Please arrange to send us the cheque on receipt of this intimation. This 
will enable us to inform the Head office that your account is clear and 
that the monthly repayments and interests have been paid up-to-date,” 

,(b) “The beater of this letter is Mr Nariman, a valued customer of our 
bank He plans to reside in London for an indefinite period. As this is 
Mr Nariman’s first trip to the UK. we shall be grateful if you will be 
of assistance to him in all matters in which he may need your help. We 
hope we shall get an early opportunity to return the favour.’’ 

3. In what respect is drafting a letter different from drafting a telegram ? 

4. Explain -in detail bow a telegram should be drafted. 

:5. What is meant by saying that clarity should not be sacrificed to brevity 

while drafting a telegram? 




REPORT wfelTING 


Report writing is the direct outcome of the giganticism and 
complexity of modern business organisations. Before the Industrial 
Revolution in Europe, when departments and branches were 
unheard of, report writing was not required. The sole trader knew 
all about his sales and purchases personally. If he was fortunate 
enough to have a large establishment or shop, he gathered his 
assistants around him in the evening and asked them what business 
had been transacted during the day. His assistants would then 
submit an oral report to him. Today however, business is differently 
ordered and patterned. Rapid and cheap means of communication 
have brought into existence large business organisations, with 
several departments and branches spread over the country and 
even overseas. It is not possible for the manager or director to 
rush around trying to find out what is happening in the organisa- 
tion. Even assuming that he could rush around, it is scarcely 
possible that he would be able to manage. The modern business 
executive sits behind the desk—in an airconditioned office—and 
keeps track of what is happening in the different departments and 
the distant units of bis organisation by reading the detailed' 
reports that are sent to him by his departmental heads and branch, 
managers. 

The British Association for Commercial and Industrial Educa* 
tion has defined a report as: “a document in which a given 
problem is examined for the purpose of conveying information, 
reporting findings, putting forward ideas and, sometimes, making 
recommendations.’ 11 Such reports when purposefully written often, 
provide the business executive with a workable basis for action. 

Since a report is designed to give a complete picture of what 
is taking place at a distance or away from the person who receives 
it, it must be detailed and comprehensive—it must not leave out 
relevant information. A good report leaves no question unanswered 
in the mind of the person to whom it is addressed. If the directors- 
or persons at the Head Office have to re-inquire about matters 
or ask for explanations then there is something wrong with the 
report that has been sent. 

That a report must be detailed and comprehensive does not' 
mean that it must be long-drawn-out. It must, like a good bush 


.Report Writing 


477 


ness letter, contain only relevant matter. Cate should be taken 
to use concise and clear language, for a report that is written in 
•confused and muddled language defeats its own purpose. 

The report must contain a logical arrangement of ideas and 
information. The best logical arrangement is that of proceeding 
from the general to the particular. While writing a report on a 
particular industrial plant a general description of the geography 
and location must be given before giving details about the factory 
building and machinery. As in all logical arguments, a good report 
must contain a definite conclusion. The reoprt-writer cannot 
•conclude by sitting on the fence and saying “taking all the factors 
into consideration it is advisable and also not advisable to set up 
a new plant in Bhopal.” This of course, does not apply to those 
reports that are meant only to provide information and facts. 

Reports are, generally speaking, of two types: (1) those that 
provide bare information and facts and do not contain any opinion 
of the writer and (2) those that are designed to persuade the 
reader, or which recommend some line of action. When a branch 
manager gives an account of the salary and dearness allowance 
paid to his employees lie is merely writing an informational or 
•factual report; but when he writes, to the Head Office listing the 
■disadvantages of the present site of his office and recommending 
an alternate site, he is writing a report to persuade. 

The drafting and sending of reports (periodic or progress) 
plays a very important role in the organisation and management 
■of a business, From the point of view of management, written 
reports perform two very important functions :-(i) they provide 
information for the purpose of planning and (ii) information for 
Tthe purpose of control It is common knowledge that the larger 
the organisation the greater the need for planning and this planning 
■can only be done if the management is constantly provided with 
information and actual figures and estimates from all sections 
rand departments of the organisation. This vast mass of technical, 
•sales, purchase, manufacturing and financial data can only confuse 
-the management unless it is systematically presented in the form 
•of written reports with appropriate recommendations. Again a 
management can control the organisation only if it receives periodic 
progress reports about the extent to which the objectives set by 
the management have been reached and the obstacles, if any, in 
Teaching the -objectives. Keeping the twin objectives of planning 
and controlling in mind we find that some of the common topics 
•on which 'the management requires reports are : 
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(i) Financial reports to enable the preparation of budgets. 

(ii) Staff reports to determine excess or shortage of personnel. 

(iii) Reports to improve quality or methods of production, 

(iv) Reports to determine causes of decline in sales, labour- 
unrest, transport and distribution problems. 

(v) Reports to explore the possibility of starting new branches, 
industries or adding a new line to sales. 

(vi) Informative reports about the prospects of improving busi¬ 
ness, state of the market, condition of competitors, etc.. 

How to Collect Data for a Report 

Since a report is for the most part factual, the report-writer 
must collect his facts carefully and put them together. He can 
gather his information by (a) personal observation or visiting, 
(b) reading journals and studying statistical data, (c) by writing, 
letters and obtaining replies, (d) interviewing people who.know, 
(e) issuing questionnaires. 

Kinds of Reports 

' Apart from being classified as informative or recommendatory, 
reports may be categorized as (1) those that go up (2) those that 
go down and (3) those that go out. 

When branch managers, agents and secretaries write to their 
superiors, principals or directors the reports may be said to have 
‘gone up’. When the directors or employers write to their em¬ 
ployees or juniors either directly about the working of the com¬ 
pany or through House Journals the report may be said to have 
‘gone down’. Reports that ‘go out’ are those written to share¬ 
holders, creditors and the general public either by the secretary 
or by the board of directors about the function and progress of 
the company. 

Reports may also be classified as (a) Statutory Reports and (b) 
Non-Siatutory Reports. 

Statutory Reports are those required to be written by law. 
In the case of companies they include the Statutory Report, the 
Auditor’s Report, the Director’s Report, and reports by inspec¬ 
tors and committees appointed to investigate the company’s affairs. 
Non-statutory Reports are not required by law. They merely help 
the smooth and efficient functioning of business and build good¬ 
will. They include reports by directors to shareholders on special 
proposals, reports by sub-committees like the finance committee, 
allotment committee etc. and reports by secretaries to directors 
and the chairman on special aspects of the running of the 
organisation. 
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Reports written by Individuals 

A report, written by an individual may be sent in the form* 
of a letter. If however, the report is likely to be a long one with 
several sub-titles and sections then it should be written in the- 
form of an impersonal statement with a covering letter. 

Reports by individuals must be written in the first person 
singular and they are of great use to the report-writer himself as 
they enable him to give expression to his talent and ability. 
Reports by secretaries and experts come in this category. The report 
must be signed by the individual writing it. 

Committee Reports 

Reports written by committees or sub-committees are more 
impersonal in tone and formal in phraseology. They usually con-- 
tain phrases like “the committee came to the conclusion” or “the 
committee was of the opinion”. The report is signed by the 
chairman on behalf of the committee or by the members of the 
committee themselves, if they are not too many. While drafting- 
such reports care should be taken to see that if any member of 
the committee has dissented from the general opinion of the 
committee a NOTE OF DISSENT, containing that member’s■ 
views, is attached to the report. As committees which submit 
reports are not political bodies, no importance is attached to un¬ 
animity. Indeed a committee member who expresses dissent often, 
gives the authorities a clearer picture. 

When the matter to be investigated is of a complex nature 
it is usual to appoint a committee or sub-committee. The com¬ 
mittee consists of 3 or 4 persons who are specialists in different 
fields. The committee is so constituted that the same problem may 
be viewed from several angles and in its different aspects. For in* 
stance, if a new factory has to be started in a distant state 
sub-committee consisting of an engineer, transportation expert,, 
labour expert and financial expert will certainly submit a better 
report than an individual or a sub-committee consisting of only 
a financial expert and an administrator who would view the pro¬ 
ject from own view points only. 

What a Report Usually Contains 

1, The Authority. The authority under which the report is being.; 
written is mentioned first. Thus an. individual submitting a 
report must mention the person or resolution by which he 
has been authorised to write the report. Similarly sub-com¬ 
mittee or committee reports ^ mention the resolution of the- 
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Board of Directors by which they have formed themselves 
into the committee. 

.2. Terms of Reference. This section clearly spells out what 
aspects are to be covered by the report and helps the report 
writers by focussing their attention on the main issue. Thus 
the terms of reference of a committee might be to report on 
the poor quality of work put in by the workers in the factory. 
This means that the committee will have to address itself to 
this problem and should not stray into the field of economics 
or finance or the disadvantages of location, etc. 

3, Procedure. Here the report-writers mention the procedure 
they followed in obtaining their data or information, How 
and when they visited different places, whom they met, with 
whom they corresponded and the nature of the questionnaires 
issued, if any. 

.4, Findings. Based on the data, facts and information collected 
the report-writers will draw definite conclusions which arc 
called “findings”. The findings are summarised statements of 
all the data collected. 

:5. Recommendations. Based on the findings the report-writers 
will give their recommendations or suggestions as to the best 
course of action to be followed. It is in this section that the 
real skill and intelligence of the report-writers is revealed. 

The student should note that the five parts of the report- 
■given above are by way of guidelines and not compulsory to all 

■ report writing. Thus a “cash -flow” report, which only gives figures 
• of the amount of cash coming in or going out in a week or 
month, will not contain “authority”, “terms of reference” or “re- 
.commendations” similarly a Directors’ Report will not contain 
“authority” or “terms of reference” though it may touch upon 

.such other topics as the state of the economy of the country or 

■ the political situation. 

.Annual Report 

Section 217 of the Companies’ Act makes it compulsory for 
the Board of Directors to submit a report to the shareholders on 
■the working of, the company. This report usually accompanies the 
Balance Sheet that is placed before the members at the general 
meeting. The report is signed by the Chairman of the Board or, 
if he is not authorised do so, by the Managing Director and 
^another director. 
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Different companies adopt different forms in presenting reports 
’to their shareholders, but the details contained in the different 
• reports are basically the same. The reports begin by expressing the 
pleasure of the Board of Directors in submitting the annual report 
to the shareholders and usually go on to cover the following 
•points: (1) A brief survey of the economic conditions in the 
country and how they have affected and are likely to affect the 
■prospects of the company’s growth. (2) Problems facing the com¬ 
pany as a result-of competition, labour disputes, rising cost of raw 
material and the government’s policies regarding taxation, export, 
import and price control. (3) The state of the company’s affairs 
with special reference to any changes that may have taken place 
•either in the company itself or any of its subsidaries. (4) The 
amounts that the Board recommends, to be paid by way of divi- 
■dend to shareholders. (5) The amounts, if any, which are proposed 
to be carried to any reserves. (6) A complete explanation and 
■justification, in case any adverse remarks have been made by the 
auditors in the Auditor’s Report, (7) Information about bonus 
■paid to employees and any other welfare or housing project started 
for their benefit. 

‘Specimen Director’s Report 
'TO 

THE MEMBERS, 

Your Directors have great pleasure in presenting their Twenty- 
•eighth Annual Report and the Audited Accounts for the year 
■ ended 31st March, 1983. 

'Sales 

The total turnover of the company, which for the first time 
•exceeded Rs. 100 Crores in the year 1981-82, further appreciably 
-increased to Rs. 151 Crores during the year under review, with 
.all round improvement in the production of all commodities manu¬ 
factured by the Company. 

(Exports 

During the year, initial shipments of the aggregate equal to 
F. O. B,' value of-over Rs. One Crores were made to the Republic 
•of' Korea. It is 'expected that the entire supplies of plant and 
machinery of the value of about Rs. 5.5 Crores would be com¬ 
pleted within the stipulated time, vis. September 1984. Export of 
Apart of the Stable Fibre Plant and Machinery to Thailand would 
: also be ■ commenced .during the current year. Possibilities are being 
31/B.C. 
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explored for export of such plant and machinery to the Philippines,, 
Malaysia, Turkey, Indonesia, Bangladesh, etc. 

Self-sufficiency and import substitution 

Rayon Grade Pulp production with the Harihar Plant going 
into full production is in excess of the Company's own requirement 
and the Company after meeting its own requirement, has sold 
about 13,000 tonnes of pulp during the year under review to rayon, 
filament and cellophone paper manufacturers thereby saving addi¬ 
tional foreign exchange to the tune of over Rs. 5.30 crores on 
imports of pulp. 

Sir P. C. Ray Award 

Harihar Polyfibers, a Division of your Company, is the proud 
recipient of "the 1975 Sir P. C. Ray Award” from the Indian 
Chemical Manufacturers’ Association in recognition of outstanding 
and pioneering all Indian efforts for the successful development 
of indigenous technology at Harihar for producing Rayon Grade 
pulp from hybrid eucalyptus. 

In the past also, your Company’s Pulp Plant at Mavoor receiv¬ 
ed the award for successfully developing commercial production- 
of Rayon Grade Pulp from Bamboos, 

Joint venture Thai Project 

The Joint Venture Staple Fibre Project in Thailand is making 
satisfactory progress. Export of some additional machinery and 
equipment over and above what was originally proposed, has 
now been agreed to, subject to the approval of the Reserve Bank, 
of India. 

Research and Development 

(i) Research and Development efforts were concentrated to¬ 
wards developing the process and designing of a suitable plant for 
the manufacture of “Hi-performance” Viscose Staple Fibre, having 
tenacity and wet modulus comparable to or better- than cotton, 
and with sufficient alkali resistance. 

(ii) The process for treatment of viscose rayon fibre to reduce 
water retention and solubility in Sodium Hydroxide without losses 
in tenacity was developed to produce fabrics with improved 
dimensional stability. 

Your Company has been marking sizable contribution: to> 
recognised institutions for promoting researches in various fields 
which included a contribution of Rs. ' 15.0 lacs to the South India, 
Textile Research Association, Coimbatore, for undertaking a pione- ■■ 
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ering venture for improvement of Powerloom fabrics in the 
decentralised sector in the Southern part of the country and 7.30 
lacs to the Medical Research Centre of Bombay Hospital Trust 
towards construction of a Cancer Ward. 

Financial Position 

The Profit &. Loss Account for the year shows net profit of 
Rs. 717.29 lacs (against Rs, 447.75 lacs last year) after making 
provisions for Depreciation, Development Rebate Reserve and Taxa¬ 
tion. Provision made during the previous two years for Gratuity 
amounting to R s . 90.04 lacs has been credited back, a total of 
Rs. 807.33 lacs which amount is now proposed to be appropria¬ 
ted as under : 

Preference Share Capital Rs, 15.00 lacs. 

Redemption Reserve Rs, 9Q.00 „ 

Reserve for Gratuity Rs, 702.39 ,, 

General Reserve ‘ Rs. 807.33 lacs 

Dividends 

Keeping in view the provisions of the Companies (Temporary 
Restrictions on Dividends) Act, 1974, your Directors recommend 
the following Dividends for the year ended 31st March, 1983. 

Rs. 

(i) On 1,05,60,000 Equity Shares at the rate of 

Rs. 1.20 per share (subject to tax) 1,26,72,000 

(ii) On 1,48,275 Preference Shares of Series‘A’at 

the rate of 9.3% per annum (subject to Tax) 13,78,957 

(iii) On 2,00,000 Preference Shares of Series‘C’at 

the rate of 9,3% per annum (subject to Tax) 18,60,000 

1,59,10,957 

The Company allotted 35,60,000 new Equity Shares as Bonus 
Shares in the ratio of 3 new Equity Shares for every 5 existing 
Shares held, to the Equity Shareholders whose names appeared 
in the Register of Members as on 20th September, 1977. 
Accordingly, your Directors are recommending dividend on the 
expanded Equity Capital for the year ended 31st March, 1983, 

The dividends, if approved by the Shareholders, will be paid 
out of the General Reserve. 

Revaluation 

The plant and equipment installed at the Staple Fibre and 
Pulp Divisions as shown in the Books of Accounts being grossly 
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undervalued, it was considered expedient to ascertain its present 
instrinsic value. Messrs Tata Economic Consultancy Services, who 
were entrusted with this task, have now submitted a detailed and 
comprehensive report according to which the net current value 
of the machinery and equipment of the Stable Fibre and Pulp 
units of the Company should be Rs. 53.23 Crores against tneir 
net book value of Rs. 8.52 Crores. Your Board, therefore, decided 
that the same be reflected in the accounts and accordingly the net 
book value of the machinery and equipment was increased by 
Rs. 44.71 crores by transferring the said amount to Capital Reserve. 

Provision for Tax 

In the year 1981-82, no provision was made in the accounts 
on the profits for the Financial Year ended 31st March, 1982, for 
taxation estimated at Rs. 778 lacs, the Company having been adv¬ 
ised that the taxes, when due could be debited against General 
Reserve. In the year under review it has been thought desirable, 
by way of caution, to make necessary provision for taxation for 
1982-83 and also make suitable adjustments in respect of taxes 
on the profits for the year ended 31st March, 1982, 

Working 

1, Staple Fibre Production 

Due to adequate supply of pulp, the Staple Fibre production 
during the year under review was 71,800 tonnes as against 57,900 
tonnes in the previous year. After taking into account the prod¬ 
uction of M/s. South India Viscose Ltd., the total indigenous pro¬ 
duction of Viscose Staple Fibre during 1982-83 touched the all 
time high level of 78,000 tonnes (against an installed capacity of 
about 90,000 tonnes per annum). This is very much in excess of 
the present requirements of the staple yarn spinning mills. 

2, Pulp Production 

During the year under review, 95,500 tonnes of Rayon Grade 
Pulp (60,900 tonnes at Mavoor and 34,600 tonnes at Harihar) was 
produced as against 61,800 tonnes during the previous year. The 
production of Rayon Grade Pulp being in excess of the Company’s 
own requirement, is now available for consumption by other 
Rayon factories and/or export. 

3, Engineering and Development Plvision 

It would be interesting to note that a major part of the sales 
during the year under review, consisted of machinery and equip¬ 
ment produced at the Division which were meant for the export 
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market. During the current year also this Division will be primarily 
busy in manufacturing machinery and equipment for exports to 
South Korea and Thailand. 

Chemical Division 

The production of Caustic Soda during the year was 42,300 
tonnes as against 38,005 tonnes during the previous year. The 
offtake of by-products, i.e. Chlorine and Hydrochloric Acid also 
considerably increased during the year. The balancing equipments 
which were under installation, were commisioned during the year. 
Expansion and Modernisation 

A letter of Intent for the manufacture of Polynosic Fibre, hav¬ 
ing an annual capacity of 36,500 tonnes, has been received and the 
preliminary work for the implementation of the project has been 
taken in hand. The Company’s application, for expansion to 19,000 
tonnes of superior quality of pulp at Harihar is being processed 
by the Government. 

General 

Social Welfare 

Your Company continues to contribute liberally to Hospitals, 
Educational Institutions, Welfare Centres, organisations engaged in 
the promotion of culture, literature, sports etc. The scope of wel¬ 
fare activities has been expanded under the Grasim Janseva Trust 
to serve the community in and around the Colonies at -the various 
units of the Company. 

Personal 

The Directors have pleasure in expressing their appreciation 
to the members of the staff and workers at various units who 
have put in sincere efforts and extended their co-operation towards 
the successful operations of the Company during the year under 
review. 

The particulars of employees as per requirement of Section 
217(2A) of the Companies Act, 1956 which forms a part of this 
Report are given elsewhere in the report. 

Directors 

Shri L. N. Birla, Shri K. G. Maheshwari, Shri R. R. Muchhal 
and Shri S. M. Mehta resigned from the Board. The Board takes 
this opportunity to place on record its sense of gratitude for the 
valuable services and wise counsel given by them during their 
tenure of office. 

Shri B. K. Dutt was appointed as a Director by the Board 
to fill one of the casual vacancies oh the Board. 
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Shri S. P. Jain and B. K. Sethi retire by rotation under Article 
143 of the Article of Association and being eligible, offer them¬ 
selves for re-election. 

Auditors 

The members are requested to appoint Auditors for the current 
year and to fix their remuneration. 

On behalf of the Directors, 
Chairman 

20th June, 1983. 

PROGRESS REPORT 

A progress report is a report usually sent by an employee to 
his employer showing the advance or development in any project 
or work assigned to him. It could also take the form of a secre¬ 
tary or an outside expert reporting to the Board of Directors on 
the state of affairs in the company or the “progress"’ made in 
any particular department or venture. Progress Reports are usually 
written by individuals and are sent in letter form. 

Specimen 1 

Employee’s Progress Report 

THE FIREX COMPANY LIMITED 
Belasis Road, 

Bombay-400008 

10th November, 1984 

CONFIDENTIAL 
The Chairman, 

The Board of Directors, 

Firex Company limited, 

Bombay-400 008. 

Dear Sir, 

Subj : Half yearly Report of Departmental 
and Staff Progress. 

It is a pleasure to submit to you the first half yearly report of 
the employee’s progress for the Share, General and Filing Depart¬ 
ments under my charge. The report covers the period from 1st May 
1984 to 30th Obtober, 1984. 

Share Department 

The Share Department has been functioning efficiently under 
the charge of Shri L. P. Choksey. He has come to us with a 
background of twenty years’ service with the Ferzana Company 
Limited. The staff of 10 members is sufficient to cope with the 
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■work and there has been no need to award overtime to anyone. It 
is strongly urged that permission be granted to confirm Shri 
‘Choksey in his services even before the expiry of his probation 
'period. 

General Department 

The General Department which consists of 10 typists, 5 
stenographers and ?0 general assistants has been functioning 
'unevenly. At present all are under my direct supervision, but on 
account of my preoccupation with other duties it is often not 
possible to supervise the distribution and assignment of work to 
the individual members of the department. It is my considered opi¬ 
nion that the typist and stenographers be constituted into a separate 
pool under the charge of Kura. S. Shivadasani, who is the senior- 
most stenographer, and that she be entrusted with the distribution 
■of work in the pool and also assigning the typists and stenos to 
the different officers who might require their services. 

'Filing Department 

The Filing Department, with a staff of 5 members, is very 
inadequate to deal with the volume of work. It is also observed 
that Shri P.M. Xavier of the department is prone to shirk his 
duties and is frequently absent. It is suggested that his services be 
terminated next month and that 3 clerks be. recruited immediately 
•to cope with the work in the department. 

Yours faithfully, 

P. M. Mishra 
Assistant Secretary. 

/‘Specimen 2 

:Staff Progress Report 

THE BINAIFER COMPANY LIMITED 
Meadows Street, 

Bombay-400 001. 

3rd October, 1983 

CONFIDENTIAL 
‘The Secretary, 

The Binaifer Company Ltd.,, 

Meadows Street, 

^Bombay-400-001. 

Dear Sir, 

Subj •: Yearly report on Employees in the 
Correspondence Department. 
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1. T. M. Manek (Senior Officer) a sincere and hardworking; I 
person. Has a tendency to over work and worry about' I: 
minor details. Has frequently to take sick leave. 

2. Kum D’Souza (Junior Officer) Intelligent but inclined to 

be frivolous. Is frequently visited by girls from the typists’ ; 
pool and fails to maintain her reserve during working 
hours as an officer. 

3. A, P. Damle (Junior Officer) An adverse report had been- i 
submitted about Shri Damle last year. He has now, how* j 
ever, begun to respond satisfactorily to his work and gets \. 
on with his colleagues far better than before. 

4. T. D. Rao (Junior Officer) a hardworking and conscien- 
tous young man, should be confirmed in his post imroo ; 
diately. 

, Yours faithfully, 

/ Anil limlwar 

Assistant Secretary, 

Specimen 3 

Progress Report on a Training Programme 

THE REPLEX CO-OPERATIVE SOCIETY 
7, Ballard Estate, 

Bombay. 

7th October, Mi¬ 
llie Chairman,j 

The Replex co-operative Society,. 

7, Ballard Estate, : 

Bombay. 

Dear Sir, 

Sub : Re-orientation and Training 
Programme for Staff 

According to your instructions lam submitting a brief report | 
on the progress made so far in arranging a reorientation and 
training programme for the members of the staff with a view to f 
improving their working efficiency and knowledge. 

For the present the 100 commerce graduates working incur 
head office and three branch offices have been excluded from the ■ 
programme. The programme will cover the remaining 250‘ - 

employees, The batches of 25 employees wlio will attend the ? 
training programme have been selected from each department: 
and branch office in such a manner that the working of the 
department will not be affected. 
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, The training course will begin on 1st November and the- 
lectures will be held daily from 3.00 p.m. to 6,00 p.m. in the 
Gymkhana Hall, which has been partitioned to make two class¬ 
rooms. The course for the training programme will be as follows: 
English-3 lectures; Book-keeping 4 lectures; Office Methods' 

3 lectures; Elements of Commerce and the Co-operative 
Movement 6 lectures. 

A number of lecturers from the Akbar Peerbhoy College and 
theBajaj College of Commerce, (both reputed Commerce Colleges); 
have been contacted and have agreed to deliver the lectures for 
the Training Programme. They will be paid an honorarium of Rs. 
50/- per lecture. The lecturers have been requested to give 1 
importance to the practical aspects of their subjects. The duration* 
of each lecture will be 45 minutes, 

It is my opinion that the Training Programme will go a long,', 
way in improving the general efficiency of the staff, 
j Very truly yours,,, 

/ V. N. Gokhale 

‘ Secretary. 

Specimen 4 

Progress Report on an Employee 

THE GOODLUCK CO-OPERATIVE BANK LTD: 

9, Raobahadur Street, 

Jabalpur, 

8th May, 1984: 

The Manager, 

Branch Control Department, 

Goodluck Bank Ltd., \ , 

Head Office, M. Gandhi Road, 

Bombay-400001. 

Dear Sir, 

Re : Confirmation of Mr L. D’Souza. 

Mr L, D’Souza joined our branch as an assistant accountant- 
on the 7th May, 1983. He was to have remained on probation 
for one year. As Mr D’Souza completed the period of probation- 
yesterday, I recommend that he be confirmed as a permanent 
member of the staff. 

Mr D’Souza has given his immediate superiors complete 
satisfaction with his work, and I have found him a hardworking: 
and prudent young man. 

Yours faithfully,. 
Agent. 
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Specimen S 

Progress Report on a Branch Office 

THE BANK OF SAFETY LTD. 

Poona 1 Branch, 

7, Low Street, 

Poona. 

4th April, 1984. 

The General Manager, 

The 'Bank of Safety Ltd., 

[Head Office, Bruce Street, 

’Calcutta-4. 

[Dear Sir, 

The Poonal Branch of our bank, of which I have the honour 
to be manager, was established in 1939. At that time Poona was 
a small district town, boasting of a population of not more than 
1,00,000 people. We attracted good business at that time as, on 
Low Street, we found ourselves in the centre of the small busi¬ 
ness world of Poona. In the last decade, however, Poonal has 
become a large town with a population of more than 7,00,000. 
The town itself has grown westwards in the direction of the 
chemical •factory set up by the state government. Low Street is 
no longer the centre of the business world and consequently our 
; deposits have remained static over the last few years. 

West Street contains most of the business offices and is close 
fto the staff quarters of the chemical factory. The Bank ofBurmalt 
has already started a branch on West Street and is, by all accounts, 
finding it difficult to cope with the heavy load of work, It is 
already planning to shift to a larger and more .spacious building. 
II would therefore suggest that we shift our bank to West Street 
as early as possible. 

Mr Dupal, a valued customer of our branch, is prepared to 
lease the ground floor of his new building on West Street to us 
at a moderate rate. 'Please let me know whether I should start 
.'negotiations with him for leasing the premises and on what terms 
■and basis such negotiations should be carried on. 

Yours faithfully, 
Manager. 

’REPORTS BY COMMITTEES 

Reports by committees are best written in the Report Form 
.and not in the letter form. The Report Form is also sometimes 


referred to as the Schematic Form . According to this form the 
•title of the Report is given first. This is followed by (i) the 
authority and terms of reference of the report, (ii) the scope of the 
report and the field of investigation undertaken by the commi¬ 
ttee, (iii) the findings of the committee, and the data collected, 
(iv) the conclusion to be drawn from the data, (v) the recomme¬ 
ndation .of the committee based on the conclusion, (vi) the signa¬ 
tures of the committee members and/or that of the Chairman 
with the date. The order of items given above may sometimes 
not be adhered to in strict fashion and sometimes the recommen¬ 
dations of the committee may by placed at the end of each item 
which presents the data, All committee reports are usually acco¬ 
mpanied by a covering letter which is signed by the chairman of 
the committee. 

Model Covering Letter to accompany Committee Report 
To, 

The Board of Directors, 

The....Co. Ltd. 


Dear Sirs, 

The signatories to the report which is enclosed with this 
letter formed themselves into a sub-committee/committee, accor¬ 
ding to Resolution No,--_of the Board of Directors to 

study and report on. 


As chairman of the committee it gives me great pleasure to 
place the report before you for consideration and implementation. 
If you desire any further information regarding the matter con¬ 
tained, in the report I shall be happy to provide the same. I shall 
thank you on behalf of the committee to place the Report before 
the Board of Directors at an early date. 



Very truly yours, 
Chairman. 


Specimen 1 

■Committee Report on Opening a Branch Office 

Committee Report on need to open a Branch Office of the 
Sethia Publications Co. in Madras. 


Following the instructions contained in resolution No. 65 of 
1983 of the Board of Directors meeting of the 3rd July, 1983, 
your committee visited Madras and made a careful study of the 
possible benefits that may arise out of opening a Branch Office of 
the Sethia Publication Co. in Madras. The Committee visited 
Madras city on 15th August and while staying there for six days 
had talks with representatives of the book trade. 






492 


Business Communication:■ 


Present position 

Sethia Publications Co. at present operates in Maharashtra 
State •'and in some north Indian states like U.P., M.l’, and Gujarat, 
The Company markets 1,200 of its own publications and has the 
sole distribution rights for 1,800 other publications. The chief 
problem that the Committee tried to tackle was whether the sur¬ 
plus capital that has been generated over the lust few years of 
profits, and amounting to approximately Rs. 28 lakhs should he 
utilised for (a) opening branch offices in South India, beginning, 
with Madras, or (b) reinvest ing in the existing business of publi¬ 
shing other books while concentrating on the market in North 
India. 

The Madras Visit 

The committee found that a state of keen competition exis¬ 
ted in the Madras book market and that: considerable amounts, 
would have to be spent at the initial stages to attract attention, 

It was the finding of your committee that while the English 
book reading population of die city is larger, compared to that 
of Bombay or Calcutta, the book purchasing population is con¬ 
siderably less. This could he explained, in part, by the existence 
of a large number of public and private libraries and also by-the 
fact that all College and University libraries are very richly stocked. 

Your committee inspected the site and building that have 
been offered to the Sethia Publications Co. by Messrs Sampatand. 
Sundaram at Marina Bench. The cost of the building and land 
is, no doubt, lower than the market rate in that area but then 
the building is in a very bad state of repair. On a conservative- 
estimate it will cost Rs. 2} lakhs to repair the building. More¬ 
over the ground floor is not large enough to house the press- 
machines. The other sites shown by the estate agents were found! 
to lie very unsatisfactory. 

Rccommedatlons 

: In view of the information provided above, your committee 
is of the considered opinion that it is not advisable to open a 
branch office in Madras at present. It: is recommended that the* 
resources available to the Company be spent in intensifying acti¬ 
vities in the existing areas of operation. 

S d/ 

K M. Dutt, Chairman 
3Crh August, 1983 p, M. fatty, Member 

S. A/. Dai, Member. 
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^/specimen 2 

Committee Report on decline in Business 
REPORT ON 

THE CAUSES OF THE DECLINE IN THE BANK’S 
BUSINESS DURING 1983-84 
SUBMITTED TO 
THE GENERAL MANAGER 
GOLDFLAKE BANK LTD. 

Following the instructions contained in the resolution of the 
Board of Directors meeting of 5th January, 1984, your committee 
made a thorough investigation into the causes leading to decline 
in the bank’s business during the year 1983-84, For the purpose of 
this investigation the committee examined conditions in the head 
office and also visited the bank’s branches in Kanpur, Madras, 
-Calcutta and Bilaspur. 

Competition 

In the course of the last year, five new banks have comme¬ 
nced business in urban areas with a few branches in rural areas. 
In addition, the established banks have opened as many as 2500 
new branches all over the country. Most of the new banks have 
■started a dynamic advertisement campaign with special emphasis 
■or vernacular advertising. The Goldflake Bank’s advertising cam¬ 
paign, in comparison, is feeble and most of it being in English, 
is confined to urban areas, 

Staff Conditions and Efficiency 

Owing to the constant hostile relations between the mana¬ 
gement and the staff and frequent union threats to strike, the 
■clerical and counter staff have developed an anti-institutional 
psychosis. This is reflected in the deteriorating efficiency level 
:and also in the treatment meted out to customers. Several 
accounts at the head office and at the branch offices have been 
■closed following complaints of discourteous treatment. 

Rise in pay-scales and D. A. to staff 

Even assuming that deposits had remained constant, (which 
they have not) the bank would have been unable to show a profit 
position owing to the sudden rise in pay-scales of clerical and 
inferior staff and the corresponding increase in dearness allowance 
payable. The situation has been made worse, as already pointed 
out, lay the fall in the deposit level. 
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Recommendations 

1. That the bank cease to do its own advertising and entrust 
the work to a specialised agency. This will enable the bank tQ. 
reach rural populations with it’s message. 

2. That a Public Relations Department be set up to deal 
with staff relations and that the management make all efforts to 
remove the hostile attitude of the staff. 

3. That the branches offer more services to customers as a 
device to attract depositors. For instance, special loans at conces¬ 
sional rates can be offered for the purchase of household furni¬ 
ture or purchase of scooters and motor-cars. Branches could 
also volunteer to become centres of the collection of electricity 
bills. 

Sd / 

On behalf of the Committee 
' S. K. Patel 

Chairman, 

Specimen 3 

Committee Report On Starting a factory 

Report of the Sub-committee on starting a factory in Gujarat 

State 

The signatories of this report formed themselves into a sub-* 
committee in accordance with the instructions contained in Reso¬ 
lution No. 97/1983 of the Board of Directors, dated 17th October 
1984, to study and report on the desirability of starting a factory 
of the Ferzana Co. Ltd. in Gujarat State. 

Location 

In the second week of November your committee visited 
Navsari, Ahmedabad and Surat. It discussed the project with 
several businessmen and industrialists of these towns. After due 
deliberation the committee is of the unanimous opinion that 
Navsari would be the best location for the proposed factory, for 
three reasons: (1) The city is rapidly developing and advancing 
industrially; (2) the large number of small scale industries that 
have come up in recent years will enable us to find a ready 
market for our products; (3) electrical power and transport faci¬ 
lities are easily available. 

Site 

After inspecting a number of plots of lands in and around 
Navsari your committee recommends a vacant plot which is. 


Report Writing 


49.5’ 


available in the Jejeebai Estate. The plot admeasures 10,000 sq. 
yards and is available for Rs, 4,00,000 which on verification we 
find is the correct prevailing market price. The land is sufficient 
to accomodate the factory plant, godown, and a few worker’s- 
quarters. The land is adjacent to other industrial estates and has- 
easy access to electrical power and transport facilities. 

Labour Position 

Unskilled and skilled labour is easily available and the wage- 
rate is lower than the rate prevalent in Bombay or even Ahme¬ 
dabad as shown below: 

Navsari Bombay Ahmedabad 

Skilled Rs--—per day Rs.™.- Rs.- 

Unskilled Rs.-per day Rs.- Rs- 

Competition 

If the proposed factory is started in Navsari the company, 
will have an initial advantage as the nearest factory manufactu¬ 
ring similar products is in Baroda in the north and in Bombay 
in the south. Dealers and consumers in the neighbouring area, 
would, therefore, prefer our products to save the cost and time: 
of delivery. 

In view of the information given above the committee is of 
the considered opinion that the Ferzana Co. should start a factory 
at Navsari. 

Sd./- 

A. R. Mehta 
T. K. Asjane 

/8th December, 1984 R> A. Doctor 

Specimen 4 

Report on taking over a Textile Mill. 

Committee Report on the advisability of purchasing the Binaifer 
Textile Mills, Parel, Bombay. 

Terms of Reference 

The investigations were carried out in accordance with the 
following Resolution passed at the Board of Directors meeting: 
held on 7th May, 1982. 

“Resolved that a sub-committee consisting of Shri P. C. 
Boyce (Convenor), Shri R.G. Adarbad and Shri C. D. Pais be 
and is hereby appointed to examine the prospects of purchasing 
the plant, machinery and business of the Binaifer Textile Mills, 
Parel, Bombay. Further resolved that the committee shall report 
' to the Board with recommendations before 9th July, 1983.” 
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Procedure 

The committee visited the Binaifer Textile Mill on the 8th, 
10th and 12th June, 1983, inspected the land, buildings and 
machinery and also examined the accounts for 1978*1979, 1979/ 
,80, 1980/81. The committee also held discussions with Mr.D.P. 
Kulkarni, Chairman of the Board of Directors of the Binaifer 
Textile Mills. 

Findings 

As a result of the inquiries made and the information colie- 
, cted your committee has to report as follows: 

1 The Mill was started as a Public Ltd. Co. in 1951. It s 
total authorised capital isRs. 45,00,000 of which Rs. 30,000,00 is 
■paid up. The Mill is managed by a Board of Directors consisting 
of reputed businessmen. At present the Mill manufactures shirting 
material, long cloth and terycotton on a small scale. 

2. The factory and office are housed in single R.C.C. struc¬ 
ture which stands on an one-acre plot of land at Parel. 

3. The total built up area, including the factory and godowns, 
is 10,000 sq. ft. The vacant land remains unutilised at present. 

4. The equipment and machinery of the Mill is in good work¬ 

ing condition but of a very old design. It has a production capa¬ 
city 0 f„_.per day. If, however, the machinery is replaced the 

production could go up to-per day. The total value of the 

plant and machinery is estimated at Rs. 45 lakhs. 

5. The Mill employs 1400 workers of different categories. 
The relations between the management and the workers are 
harmonious, 

6. The company made good profits upto 1980, the net profit 
-for 1979-80 being Rs. 19 lakhs. In the last year, however, on 
account of the rising cost of production and a glut of cloth in 
•the market, the Mill has incurred a loss of Rs. 1} lakhs. 

Prospects and Recommendations 

The slump in the textile industry is likely to be temporary. 
Already production and profits have shown an upward trend. The 
prospects of the Binaifer Textile Mills regaining its former posi¬ 
tion in the market are very bright. The complete modernisation 
of the factory is likely to require an investment of approximately 
Rs. 11 lakhs. 

Your committee is therefore of the considered and unanimous 
■opinion that the profitability of the mill can be increased if our 
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■company takes it over and undertakes a proper 
expansion programme. 


replacement and 


d» 2?* Dardi. m vnm,,,, 

/Date: September 3, 1983 Chairman Secretary 

' Specimen Report 5 

Report on Improving Discipline in a College (with covering letter.) 

■ 9th August, 1984. 

The Fnncip.il, 


C‘ M. Spenser 
Secretary 


Anjuman Co,'lege of Arts & Science, 
TC. M. Munshi Road, 

Bombay 5. 


Dear Sir, J 

Bydur letter dated 1st July, 1984 you had informed us that 
•the management of the .college had, by a resolution passed at the 
Board of Higher Education on 28th June, decided to appoint a 
.committee consisting of Prof. Agashe, Prof. Desai and" myself, 
to/ inquire into the causes and suggest remedies for the increasing 
^discipline on the campus. In pursuance of this resolution and 
.following the instructions contained in your letter the committee 
has looked into the matter and has pleasure in submitting its 
report. Should there be any matter that requires further elabora¬ 
tion or explanation the members of the committee will be happy 
■to provide the same. We request you to place the report before 
•the members of the Board of Higher Education and inform them 
■ of our willingness to appear before the Board to answer any 
.queries. 

Yours faithfully, 
Prof. A. Dastoor 
Chairman 

Authority and Reference 

Report of the Committee appointed by the Board of Higher 
'Education of Anjuman College of Arts and Science to investigate, 
report on, and suggest remedies for the increasing student indisci¬ 
pline on the college campus. 

Procedure and Plan of Investigation 

1, The Committee held five meetings between 1st July and 9th 
.August 1984 to .corelate the data collected by each member. 
32/B.C. 
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2. The Committee members had; talks individually and colic-* | 
ctively with (a) members of the Students’ Council, (b) members- 
of the teaching faculty, (c) individual students and their parents, j 
(d) members of the non-teaching, staff 1 . j 

Findings 

1. There is no proper check at tlie college gate to prevent 
the entry of anti-social elements from outside who strike a friend¬ 
ship with the students and then enter the college premises. 

2. The lone watchman of the college is inadequate to deal 

with the menace of outside elements and as he himself stays in 
the locality is either in league with these elements or too timid to 
warn them off. ; 

3. The college admits students from other colleges without 
insisting in their producing a No Objection Certificate from the 
Principal of the institution last attended by them, As a result of 
this at least five students (names given) who were dismissed from 
the R. K, College for their misbehaviour have obtained admission 
in the college. 

4. As attendance is not taken in- every lecture most of the 
students cut their classes and loiter around the college or frequent [ 
the college canteen which has become the headquarters of anti- [ 
social elements. 

5. Eve-teasing has greatly increased in the college campus 

and as a result of this the number of lady students in the college b 
has been steadily reducing. 

6. Parents of the well behaved students have expressed great 1. 

dissatisfaction with the state of affairs in the college and said that 

they will readmit their wards to other institutions as soon as Im¬ 

possible, The unprovoked attack on five students studying in the 
college library in which one of the students was so severely j 

attacked that he had to be hospitalized has created a scare among f: 

the students and their parents. |; 

Recommendations 

1. There should be strict checking of identity cards at the . j ; 
gate during college hours. 

2. At least two watchmen should be posted at the gate to [ 

check the entry of students. The watchmen should be recruited 
through a reputed Security Agency. 

3. No student should be admitted from another college unless 
he is able to produce a character and No Objection Certificate 
from the principal of the college last attended by him. 
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4. Attendance should be taken in every lecture and students 
found cutting classes should not be given forms for the university 
examination. 

5. The girls’ common room should be shifted from the 
groundfloor and re-located next to the teachers’ common room on 
the first floor. 

6. The contract with the present canteen man should be ter¬ 
minated and a new caterer appointed. Under no circumstances 
should outside elements be allowed to enter the college canteen. 

7. A discipline committee consisting of three teachers from 
the degree and three teachers from the junior college should be 
set up. The discipline committee will take rounds during college 
hours to check on those students who are cutting classes and 
loitering in the corridors or sitting in the college canteen. The com¬ 
mittee should also be responsible for apprehending and punishing 
those students found guilty of indiscipline and insubordination. 

Sd/~ Prof. A. Dastoor 

9th August, 1984. Prof. Agashe 

Prof. Desai 

REVIEW QUESTIONS 

1. What is a “report”? Why is report writing essential to modern business? 

2. What is meant by organising a report logically ? 

3. What is the difference between statutory and non-statutory reports ? In what 
other ways can reports be classified ? 

4. What is the essential difference between a report written by an individual 
and a report written by a committee? 

5. Can a report be written in the form of a letter? In what other form can it 
be written ? 

6. Bring out the salient features of an Annual Report. 

7. What is a Progress Report ? Why is it written ? 

8. What form should be adopted for a Committee Report? What points should 
be borne in mind while wriling such a report? 

9. Draft the Annual Report of the following: 

(a) the Board of Directors of a Joint Stock Company; 

(b) the Managing Committee of a Co-operative Housing Society; 

(c) the Managing Committee of a Co-operative Credit Society; 

(d) the Managing Committee of a Co-operative Bank; 

(e) the Managing Committee of a Co-operative Stores. 

10. You are an expert in education. The Knowall Educational Society had 
entrusted you with the work of starting a college in Tirana, Draft a progress 
report to be submitted to the Chairman. 

11. Draft the progress report of the correspondence and share departments 
under your charge. 

12. Draft the half yearly progress report of a training school for new recruits 
of the company of which you are the principal. 

13. Write a progress report on three officers and ten office assistants of the 
Share Department which is in your charge. 





500 


Business Communication 

14. A Committee has been appointed to investigate the possibilities of starting 
a fruit canning factory at Goa. Submit the findings of the committee in the 
foim of a report. 

15. The Board of Directors of Finet Company Ltd. appoint a subcommittee to 
consider a proposal to increase the capital of a company. Draft the report 
to be submitted to the Chairman of the Board of Directors. 

16. The workers in a large industry have been asking for a rise in wages and 
housing accommodation. The management appoints a committee to invest!* 
gate the merits of the demand, Draft the committee's report. 

17. The plastic factory of which you are the manager has been badly damaged 

by fire, Draft a report to ( your directors, informing them of the accident 
and your preliminary findings. . \ 

18. A committee has been appointed to investigate the possibility of expanding 

the export business. Draft the Committee’s report. (B.U., June 1979) ;■ 

19. The Bombay Manufacturing Company has no Canteen and Recreation room 
for its workers, On behalf of the workers make a suitable representation to 

the General Manager. ( 1 UJ, June 1979} c 

20. As Labour Welfare Officer, you have been asked by the Board of Directors 
to investigate the causes of frequent strikes by your workmen. Submit your 
report with recommendations to improve the situation. (B.U., May 1080) 

21. A public limited company is considering a proposal to establish a new 
factory in your city. Some of the factors that will influence its decision arc;- 
(a) availability of raw materials, (b) labour, (c) transport facilities, (d) market, 

(e) competition, (f) climate, (g) construction cost, and (h) communication 
facilities. Invent other necessary details and write a report to the Managing it 

Director of the company about the suitability of the place for the establish- f 

ment of the factory. 

22. A committee of professors is appointed by the Principal of a college to 

submit a report on the causes of poor attendance at lectures and tutorials, ip 
Draft the committee’s report outlining the causes and idso recommending, 
measures to improve the situation. (B.U., B.Com. Dec. 19Wij 

23. The Aone Garments Co., Bombay, has been receiving frequent complaints 

from customers in the Southern states, about non-delivery and shortage of 
goods dispatched from its factory in Thane, The Chief Executive of the 
Sales Department has been asked to investigate and report with rccomrnen- i ■ 
dations. Draft the report. (B.U., B.Com. April 1981) > ; 

24. A committee has been formed to investigate the possibilities of starting a 
book-stall and stationery store in your college, Draft the report of the 
committee making favourable recommendations. 

(B.U. F.Y.B.Com, April 1982} : 

25. As a chairman of a committee to investigate a serious fraud in the company's j 

accounts department, draft your report to the Board of Directors. i 

(B.U., SY.B.A. Nov. 1980) | 

26. The Management of the Hotel Heavens Ltd. propose to start a 3 star hotel 

in Kandivli, Bombay. They ask their secretary to investigate and report. ; 
Draft the secretary’s report advising the management against the nropnsal. L 

(B.U., SY.B.A. April 1981) b 

27. The Principal of your college has appointed a committee of teachers and i. 
students to detain the negligent students on the grounds of deficiency m ! 
attendance and poor performance both at the terminal and preliminary 
examinations. Draft the committee report, giving reasons for the detention 

of a large number of students and making suggestions for improvement in : 
the years! to come. (B.U., S.Y.B.A. May 1982} | 


18 PRECIS WRITING 


When you are asked to write a precis it is like someone 
telling you, “Tell me quickly what this is all about.” The word 
derives from the Latin original “praecisum” (cut short) and was 
absorbed in English via the French word ‘precise’ (‘precise, distinct, 
exact, formal.’) 

The headines in newspapers, the titles of chapters, the brief 
summaries placed in the margins in some text-books are all in 
the nature of precis. For the examination student, however, precis 
writing takes two forms : (i) The reduction of a passage to about 
one third of its length, and (ii) the precis of correspondence. 
And the student has to develop the skill of presenting the main 
argument or statement of each paragraph in simple, lucid language 
and leave out all unnecessary examples and explanations. 

While the student will benefit by some of the methods of 
precis writing given later in this chapter, it must be clearly 
understood that no one can make an accurate precis of a passage 
which he does not understand. Familiarity with the language and 
a good vocabulary are therefore prerequisites of good precis 
writing, 

How to write an examination precis 

1. Count the number of words in the passage. This can be 
done quickly by counting the number of words in a line and 
multiplying these by the number of lines in the passage. If the 
passage contains 330 words, then your precis should be 110' 
words, i.e,, one third of the length of the original passage, 

2. Read the passage twice carefully. As you read the passage 
the second time underline all those words and sentences that 
strike you as important or essential. 

3. Keeping in mind the order of the paragraphs in the original 
passage, write down, in your own words, the important ideas, state¬ 
ments or arguments. (If time permits you could write down the 
important or essential points in rough befor making a fair copy 
of the same), 

4. Omit all irrelevant details, illustrations, examples, ance- 
dotes, comparisions, figures of speech and language that are 
redundant or verbose. 





502 


Business Communication 


5. All first person pronouns (“I” and “We”) must be put 
into the third person and direct speech must be reported. 

6. Usually a precis must be in a single paragraph, but if the 
original passage is a long one and has several dissimilar ideas 
‘Contained in separate paragraphs then as far as possible you 
should keep to the paragraph arrangement of the original passage. 

7. While writing the precis do not introduce ideas or examples 
of your own. Be faithful to the original passage and avoid personal 
comments. 

8. Revise what you have written. 

9. Give the precis a suitable title. The title itself should be 
considered a further exercise in precis-writing for it should give 
in a few words the gist of the passage. 

AIDS TO PRECIS-WRITING 
(i) Using one word for many 

Wherever possible the precis-writer should try to convey 
the meaning without using too many words, For example, if ths 
original passage mentions, “iron, copper, zinc and brass” the 
precis-writer should convey the meaning by using the word 
“metals”. In a similar manner “sparrows, doves, ducks, and drakes” 
can be summed up by the word “birds.” Very often an entire 
phrase or sentence can be summed in a single word as the exa¬ 
mples given below will show 

person who leaves a country to settle abroad....emigrant 

handwriting which cannot be easily understood 

..illegible 

difficult to move or control on account of size.....unwieldy 

that which cannot be understood or known....unscrutable 

doing harm in a secret or unseen manner.....insidious 

person with official functions to perform.functionary 

<ii) Converting Clauses into Phrases 

A clause is a group of words forming part of a sentence bur' 
■containing a subject and predicate of its own. A phrase is a 
group of words, forming a part of a sentence, but containing 
no finite verb. Examples:- 

1 The b °V- who was standing by my side, is my brother 
(clause). 

The boy by my side is my brother, (phrase). 

2. That he was going to London was known to all (clause). 
His going to London was known to all (phrase). 
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3, The clerk acknowledged that he was mistaken (clause). 
The -clerk acknowledged his mistake (phrase). 
i (iii) Avoid Tautology 

Tautology is the use of words similar in meaning to words 
■which have already been used. Examples 

1. He is a good-looking and handsome boy. 

‘2. He has a great, big, spacious house. 

3. When I return back I will meet you. 
j(iv) Avoid Circumlocution 

Circumlocution is a kind of verbosity. It means a roundabout 
-way of saying a thing. Examples 

1. My better half (wife). 2. The fair sex (women), 3. Achi* 
v lies’ heel (weak spot) 4. The bard of Avon (Shakespeare), 5. 

Black gold (oil). 

(v) Avoid Pleonasm 

Pleonasm is yet another kind of verbosity. It means using 
-words which are similar in meaning to those already used and 
■which do not add to the information. Examples 
•1. I will return in a few days time. (day=time), 

2. 1 have the sole monopoly in this business. (sole=mono- 
poly) 

3. He saw'her with his own eyes, (saw*own eyes), 



Consider the passage given below : 

“It was some days before the extent of the damage to Hiro¬ 
shima was known. Immediately after the bomb had exploded on 
the fateful morning of 6th August 1945, it was evident that des¬ 
truction in the city was beyond all living experience. A single 
atomic bomb, and a small one at that, had an effect similar to 
■the simultaneous explosion of 20,000 tonnes of high explosive.lt 
was estimated that about 1,00,000 people were killed by that one 
■explosion-more than the population of a town the size of Cam¬ 
bridge. Another 40,000 people were injured, Mote than two-thirds 
of the buildings in Hiroshima were destroyed and thousands were 
■damaged beyond repair. It was found that telegraph poles about 
two and a half miles from the centre of the explosion werecha- 
rred by the intense heat. 

Statesmen and ordinary men and women all over the world 
were shocked and frightened by the news of the terrible devasta¬ 
tion caused by this single atomic explosion. Ever since, the people 
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of the world have lived in the fear that one day the final cata¬ 
strophe would happen. As one newspaper-writer put it : “Tire 
atomic bomb means the end of war or the end of the human 
race.” 

If men can agree to settle their disputes by peaceful means, 
then the atomic power which can mutilate and kill in war can. be 
used to treat diseases and to produce enough power to make life- 
more prosperous than it has ever been.” 

A precis of the passage should not contain more than 80 words. 

■ ■ ^ August 1945, the atom bomb was dropped over 

Hiroshima killing 1,00,000 and injuring 40,000. For some days 
the extent of devastation could not be measured. The city, it was- 
later found, had been practically destroyed. 

Since that day mankind has lived in fear of nuclear war. If, 
owever, peace could be made permanent, atomic energy could 
be used to cure diseases and make the world prosperous.” 

/ A suitable title would be : “Man and the Atom.” 


ILLUSTRATIVE PASSAGES WITH PRECIS 


Reduce the following passages to one-third of their length and 
give them suitable titles: 

1. Between man and other animals there ate various (life, 
rentes some intellectual, some emotional, One of the chief omo- 
tional differences is that some human desires, unlike those of 
animals, are Mentally boundless and incapable of complete satis, 
taction. The boa constrictor when he has had Jiis meal, sleeps 
until appetite revives; if other animals do not do likewise, it i« 
because their meals are less adequate or because they fear 
niics The activities of animals, with few exceptions, am inspired 

^ wTSf * - 

necessities that little energy is left over for other purposes, but 
those whose livelihood is assured do not, on that account "ml 
to he active. Xerxes had no lack offoodor ,. 1 

the time when he era barked upon the Athenian exne lr ' * u™ " f 
was certain of material comfort f ™ Z, 

u * - «£ sstt:: 

orders to ”7“' 1 

' uiese were eminent men, hut the- 
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same characteristic, in varying degrees, is to* be found in all but 
a small exceptionally sluggish minority.” 

Precis 

MAN’S SUPERIOR NATURE 

Men, unlike animals, have some endless and insatiable desU 
re.s. Animals, driven by instinct, sleep and eat as the need arises 
hut: do not strive further. They are interested in survival and re¬ 
production. Men, on the other hand, are most active when they 
are already assured of the necessities of life, Newton, St Francis 
and Loyola illustrate this. This is true of most men. 

* * m 

2. This good book of the hour, then,—I do not speak of the 
had ones—is simply the useful or pleasant talk of some person 
whom you cannot otherwise converse, with printed for you. Very 
useful, often telling you what you need to know; very pleasant 
often, as a sensible friend’s pleasant talk would be. These bright * 
accounts of travels; good-humoured and witty discussions of 
questions; lively or pathetic story-telling in the form of the novel;. 
firm fact-telling by the real agents concerned in the event of the 
passing history—all these books of the hour, multiplying among: 
us as education becomes more general, are a peculiar characteri¬ 
stic and possession of the present: age; we ought to be entirely 
thankful for them and entirely ashamed of ourselves if we make 
no good use of them. But we make the worst possible use if we - 
allow them to usurp the place of true books; for strictly speaking,, 
they are not books at all, but merely letters or newspapers in 
good print. Our friend’s letter may be delightful or necessary 
today; whether worth keeping or not is to be considered. The 
newspaper maybe entirely proper at breakfast time, but assuredly 
it is not reading for all day. So though bound up in a volume, 
the long letter which gives you so pleasant an account of the ■ 
inns and roads and weather last year at such a place, or which 
tells you that amusing story, or gives you the real circumstances 
of such and such events, however valuable for occasional reference 
may not be in the real sense, of the word, a “book” at all nor 
in the real sense, to be “read”. A book is essentially not a talked 
thing, but a written thing; and written, not with the view of 
mere communication, but of permanence. The book of talk is 
printed only because its author cannot speak to thousands of 
people at once; if be could, he would—The volume, is a mere 
multiplication of his voice, You cannot talk to your friend 
abroad; if you could, you would, so you write instead. But a book is. 
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■ written not to multiply the voice merely, not to carry it merely 
but to preserve it. The author has something to say which he y 
■perceives to be true and useful, or helpfully beautiful. So far as 

he knows, no one has yet said it; so far as he knows, no one 

■ else can say it. He is bound to say it, clearly and melodiously 
if he may; clearly, at all events. 

, Precis 

BOOKS OF THE HOUR 

A good book of the hour is like a conversation with tin intere¬ 
sting man. It may amuse delight or even instruct. As education 
spreads, such books multiply. They should not, however, he con¬ 
tused with good books. Good books are for nil time, they are 
■not like interesting letters from friends to he read and discarded, {. 
In a good book the author has something to say and he believes 1 

only he can say it, The book of the hour is merely the conver- j 

•Rational voice of a person multiplied a thousandfold, it is to be j 
/differentiated from true books. 

' ill $ # 

3. Education is not an end but a means to an end. In other 
words, we do not educate children only for the purpose of edu¬ 
cating them, our purpose is to fit them for life. As soon as we 
realise this fact; we will understand that it is* very Important, to 
choose a system of education which will really prepare children . 
for life. It is not enough just to choose the. first system of edu¬ 
cation one finds; or to continue with one’s old system of uduca- ■ 
tion without examining it to see whether it is in fact suitable 
• or not. 

In many modern countries it has for some time been fashio¬ 
nable to think that, by free education for.all—whether rich or 
poor, clever or stupid—one can solve all the problems of society 
and build a perfect nation. But we can already see that free edu- G 
cation for all is not enough : we find in such countries a far j 
larger number of people with university degrees than there are I 
jobs for them to fill Because of their degrees, they refuse to do f 
what they think “low” work; and in fact work with the hands is [ 
thought to be. dirty and shameful in such countries. 

But we have only to think a moment to understand that die I 
work of a completely uneducated farmer is far more important ; 
than that of a professor for we must all die if we have no food. ' 
If no one cleaned our streets and took the rubbish away from l 
- our houses, we-should get terrible diseases in our towns. In coun- f 


s Precis Writing 


507 


tries where there are no servants because everyone is ashamed 
to do such work, the professors have to waste much of their 
•time doing house work. 

In fact, when we say that all of us must be educated, we 
mean that all of us must be educated in such a way that, firstly, 
each of us can do whatever job is suited to his brain and ability, 
and secondly that we can realise that all jobs are necessary to 
society, and that it is very bad to be ashamed of one’s work or to 
•scorn someone else’s. Only such a type of education can be called 
valuable to society. 

’Precis 

FALSE VALUES IN EDUCATION 

Education is a means to end. The purpose of education is 
to prepare children for a full and active life. We should not regard 
universal and free education as an ideal in itself. Education by 
itself cannot solve the problems of society, Indeed, unemployed 
graduates who scorn to do mental work, are useless members of 
society. 

True education would make people realise the value of menial 
work. We can do without professors, but we cannot do without 
•farmers. Only the education that teaches the dignity of labour, 
and does not teach people, to be ashamed of work, is valuable. 
It must teach people to do whatever job is best suited to their 
intelligence and ability. 

• * * * 

4. The advance of Science does not necessarily conflict with 
Telig'ton. It may shake the old-fashioned conception of God, that 
of a Being in human form who sits apart and dominates the 
universe. That is the conception of primitive people. The God of 
•the jungle tribe is usually a king or demon, one to be placated 
with sacrifice, but never likely to play a benevolent part in the 
personal affairs of his devotees. Religion is progressive, like any 
•other branch of knowledge, and men should continually be gain¬ 
ing more knowledge of God. Every scientific discovery should be 
a revelation of God’s goodness and power. 

We do not know when the gift of fire did come to man but 
the acquisition of fire must have been a great step in human 
evolution. Gradually mankind acquired the elementary gifts of 
science. The wheel or the lever must have been striking gains in 
a primitive community. Man learned to make knives and axes 
-out of flint stones but possibly it was when he learned the smel- 
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ting of iron and other metals for the manufacture of his various- 
utensils that he started to abuse the gifts of God. He found that 
a knife or an axe could be used to cut firewood or prepare his 
food but it could also be used as a formidable weapon against 
his enemy. Man armed with a battle-axe could do, more damage 
than primitive man with tooth and claw. Fire could not only help 
man to cook his food, but burning liquids and missiles could be 
flung with deadly effect against an enemy. 

There are few inventions which cannot have a two-way use. 
When men conquered the air, producing first the balloon and 
then the aeroplane, it was the marvellous new gift of flying that 
he added to his achievement. It made it possible for a journey 
to be completed in hours which formerly had been a matter of 
days or weeks. Undiscovered areas could be spied out in safety, 
food dropped in areas affected by famine or where men and women 
were isolated by floods or snowstorms. But alas! men found that 
the plane could be used to fly at a great height over enemy lines 
or cities, dropping lethal bombs or spraying bullets in a deadly 
hail from above the clouds. That made many revile the planes 
and the scienists who have evolved the means of flying, but that 
is not clear thinking. An axe may be a useful household or agri¬ 
cultural implement or it may be a deadly weapon of offence. It 
is the abuse of the axe that is wrong. In itself it is neutral and 
the ingenuity of the aeronautical engineer is in the same case. 
Precis 

SCIENCE : A DOUBLE-EDGED WEAPON 

It is wrong to believe that progress in science always con¬ 
flicts, with religion. At the most it may affect old notions about 
God, Religion too should advance and every scientific discovery 
should help to show the goodness and greatness of God. 

It was very slowly that man learnt to use the gifts .of science. 
It is also unfortunate that with the use of science, man began to- 
abuse his newly acquired-knowledge. He lived a better life when 
he learnt the use of fire, the axe, the balloon and the aeroplane. 
But he soon misused this knowledge by turning these into deadly 
weapons to be used against his fellow-men. It is the abuse of the 
.weapon that is bad, not the weapon itself, 

|if Longer Passages) 

5. The health and growth of personality require that the 
person should be responsible for his behaviour, Conduct which ' 
is merely conditioned by the social environment has no mo,rtv 
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moral significance than a reflex movement. If we consider what 
should be the basic motive of responsible moral behaviour, we 
have to remind ourselves that the ground of all morality is res¬ 
pect of person for person. It is an important part of moral edu¬ 
cation to help those who are being educated to see how moral 
codes are rooted in respect of personality and do not consist 
merely of arbitrary rules. The breakdown of traditional moral 
authorities makes it all the more important in education to help 
young people to grasp the principles that underlie codes of con¬ 
duct. Only by doing so can they learn to distinguish between 
those rules of conduct which can and should change with chan¬ 
ging circumstances (that is, which are relative), and those prin¬ 
ciples which, if true at all, are true always and everywhere. If a 
caveman drags off his neighbour’s wife by the hair, the outraged 
husband is morally entitled to pick up his club and take what 
measures may be necessary to correct his rival’s behaviour. A 
different code is required in a highly organised society with an 
efficient legal system. But in both cases the ultimate purpose of 
the action taken is to obtain justice to secure a state of affairs in 
which a proper respect of person for person is safeguarded. Again 
in the kind of society to which most of us are accustomed, the 
practice of monogamy has helped to maintain personal values at 
the highest level. My wife would consider 1 was treating her with 
less than proper respect and esteem if I were to take several 
others at the same time even if I assured her that she hold 
the status of chief wife, she would still feel insulted. In another 
kind of society, however, where eligible women cannot move 
about freely and safely without protection, monogamy may not 
be the best way of maintaining personal values and polygamy 
may in fact preserve these values better. 

Failure to distinguish between underlying, abiding principles 
and the changing expressions of those principles is a mark of 
limited minds which, to escape the difficulty of thinking things 
out, ascribe absolute values to precepts or customs which have 
only a relative validity. The same atittude of mind, which does 
not distinguish between relative and changing codes and ultimate 
and abiding principles, is also liable to confuse morals and man¬ 
ners. Thus a school boy may not see much difference of kind 
between a failure to tell truth and failure to wear his cap at the 
right angle or to leave the right button of his jacket unbuttoned. 

No doubt there are people whose natural limitations make 
them incapable of a rational morality, and who can never advance 
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beyond a state in which they are conditioned to do certain things- 
and not to do certain other things. However that may be, it is 
the business of education to develop as fully as possible whatever 
capacity people have for an intelligent approach to moral problems- 

Precis 

THE FOUNDATION OF MORALITY 

Responsible civilized behaviour is based on ‘person to person*' 
respect. Modern education, which is .not backed by traditional 
moral authority, must teach that all moral codes are rooted in. 
respect of personality and that they are not merely arbitrary rules. 
This will enable the young to differentiate between those rules- 
of conduct which change with the time and those which are in¬ 
violate. The external forms and actions may change but basic 
principles, like obtaining justice and safeguarding ‘person to person’ 
respect, remain unchanged. For example, the caveman clubbed 
his wife’s abductor .‘ today the husband drags him to court— 
the objective is the same, Similarly, monogamy and polygamy,, 
under different circumstances, are justified. 

Limited minds fail to distinguish between principles andl 
external changing expressions of these principles resulting in' 
confused thinking. And there are people who are incapable of 
rational morality and act only in the manner they are conditioned 
to act. Whatever the capacity of people, education must strive to- 
exploit that capacity in order to bring about a more intelligent 
approach to moral problems. 

* * * 

6. The state owned banks celebrated the seventh anniversary 
of their nationalisation last month with the beat of drums, Most 
of them are-flushed with funds and are making sizeable profits. What 
is more, they have made some progress in extending credit to the 1 
priority sectors and opening new branches in unbanked areas. 
But there are serious shortcomings and the Government has done- 
well in appointing a Commission to review the whole situation.. 

The first tasks of the Commission will be to suggest how 
•the credit needs of the rural poor can be adequately met. That,. 
|in fact, is the crux of the matter. The banks have, no doubt! 
vastly extended their branch network to the rural and semi-urban 
areas since 1969. But the way these rural branches operate is the 
opposite of what they were meant for. A comparison of the 
credit-deposit ratio for these and the traditional city branches 
shows clearly that the banks have been quietly siphoning off ' 
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funds from the rural community to promote urban development.. 
Ironically enough, the farm sector, which should command the • 
highest priority in a predominantly agricultural country, still. 
accounts for less than 10 per cent of the total bank credit. What 
is worse most of the money is given to rich farmers with land, , 
fertiliser stocks of other assets to pledge as security while the 
poor cultivators and the landless are left high and dry. Moreover,., 
nationalised banks have been very slow in opening new rural 
branches in the central eastern and north eastern states where - 
rich farmers are extremely few. 

Any development of the economy is impossible if this state 
of affairs is allowed to continue. The usurious money-lender still 
meets nearly two-thirds of the credit need of the rural commu¬ 
nity; the abolition of bonded labour and the moratorium on rural, 
debts has in most areas created a yawning credit gap which 
banks are simply unable to fill. In fact, the plight of the poor 
farmers, the landless and the newly liberated bonded workers 
cannot be effectively improved unless thousands of small-scale 
industrial units, based on local resources, are set up in the - 
coutry-side. 

Precis 

SHORTCOMINGS OF THE BANKING SYSTEM 

On the seventh anniversary of their nationalisation, banks 
find themselves with ample funds and profits. A Banking Com¬ 
mission has, however, been appointed to review the set-up. The 
first task of the Commission will be to find out how to help the 
rural poor. In spite of opening rural branches the farm sector 
gets only 10 per cent of the total bank credit and this goes to- 
the rich farmers. Moreover banks do not open branches is cen¬ 
tral-eastern and north-eastern India where there are few rich 
farmers. To curb the evil of money-lending and help the newly 
liberated bonded labour and poor farmers banks should help to 
set up thousands of small industries all over the country based 
on local resources. 

PRECIS OF CORRESPONDENCE 

Precis of correspondence must be done in the same manner 
as the precis of. a passage. The points to note are : (!) The precis 
must be given a title which will contain the names and addresses 
of the correspondents (2) All salutations and complimentray phrases 
must be left out (3) The passage itself must summarise the transa¬ 
ction, giving dates and exact figures (4) The passage must he in 
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reported speech, in the third person and the past tense must be 
used throughout (5) The precis can be less than one-third in length. 
Correspondence 

1st January, 1983 

Dear Sirs, . 

We recently received a directory of water pumps from the 
Indian Pump Manufacturers Association and are interested in water 
boosting pumps for multi-storey buildings as advertised by . you. 

Please send us your quotation for the supply of three of these 
sets, suitable for supplying water to a height of 14 storeys and 
mention the earliest date of delivery along with the terms of 
payment, 

We handle many Government buildings and private, buildings 
:in and around Bombay and if satisfied with the delivery and 
■service of the first order will place further orders. 

Yours faithfully, 

® Chotalal & Sons 

6th January, 1983 

Dear Sirs, . 

Thank you for the interest you have shown in our pumps. 
The set that has been advertised in the journal you mention is 
fully automatic ana completely free from noise or vibration, 

; We are enclosing our detailed catalogue which gives more 
particulars, A proforma invoice for three sets is enclosed and we 
request you to make atrangement for payment through your 
bankers. We are agreeable to receive payment at 60 days sight 
against your Irrevocable Letter of Credit, 

Please send us a telegram if you wish to proceed with the 
order so that we can make the necessary arrangements on our side. 

Yours faithfully, 

Pump Makers Pvt. Ltd. 

(telegram) 

'To : Pump Makers Pvt. Ltd- 
From ; Chotalal &. Sons, 


8th January, 1983’ 

PUMPS ORDER CONFIRMED BANK INSTRUCTED STOP 
DESPATCH SOON 

Dear Sirs, I0rh January, 1983 


We confirm having sent you a telegram thi 


this morning, 
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“PUMPS ORDER CONFIRMED BANK INSTRUCTED STOP 
DESPATCH SOON” with regard to the three water boosting 
pump sets ordered by us. The necessary arrangements about the 
(irrevocable Letter of Credit with the Central Bank of India, Head 
Office, have been made. Please send us a wire if the pumps have 
been despatched from your side. 

Yours faithfully, 
Chotalal &. Sons 

(telegram) 

To : Chotalal & Sons. 

Prom : Pumps Makers Pvt. Ltd. 

THREE PUMP SETS SENT THIS MORNING ACCEPT 
DELIVERY 

'Dear Sirs, 

We confirm having sent you a telegram about the despatch 
of three pump sets and request you to make arrangements to 
-accept delivery of the same. They have been sent by tail and 
the relevant railway receipt is enclosed to enable you to take 
delivery at V. T. Bombay, 

A copy of our Commercial Invoice for Rs. 28,750/-is enclosed 
Tor which we are submitting our draft together with the relevant 
documents to the bankers. We trust the goods will arrive safely 
and look'forward to receiving further orders from you in the 
near future. 

Yours faithfully, 
Pump Makers Pvt. Ltd. 

’Precis of’the above 

{title) A summary of the correspondence between Messrs 
'Chotalal and Sons and The pump Makers Pvt. Ltd,, about the 
’purchase of three sets of booster water ppmps for multi-storey 
buildings, 

{summary) On 1st January 1983 Messrs Chotalal & Sons made 
an inquiry for the delivery of three pump sets capable of pumping 
up to 14 floors. The Pump Makers Pvt. Ltd. replied on 6th 
.'January enclosing their price list and catalogue requesting payment 
by 60 days sight against Irrevocable Letter of Credit. The order 
was confirmed by telegram on 8th January and by a letter on 
■the same day. On 10th January The Pump Makers Pvt. Ltd. advised 
-despatch of the three pumps by telegram and their letter of the 
■•same day enclosed the Invoice for Rs. 28,750/- and informed 
.33/B.C, 
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Messrs Chotalal & Sons that they would', be sumbmitting. the- 
draft to the bankers, the Central Bank of India. 

REVIEW QUESTIONS 

(1) Reduce the following passage to approximately one-third. 

of its length and give it a. suitable title ; 

“The great matter is not to spoil the mind by forcing on it 
thoughts which it is not fit to receive. We know well that in men- 
as well as in other animals,, the body is rendered comparatively 
small and feeble by being heavily loaded orhard worked, before- 
ir arrives at a size and strength proportional to such load and: 
such work. It is just so with the mind; the attempt to put old 
heads on young shoulders is just as unreasonable as it would be to- 
expect a colt six months old to be able to carry a man. The 
mind, as well as the body, requires time to- come to its strength;; 
and the way to have it possess at least its natural strength is not' 
to attempt to load it too soon; and to-favour it in: its progress 
by giving to the body good and plentiful food, sweet air and’ 
abundant exercise, accompanied with as little discontent or 
uneasiness as possible. It is universally known that- ailments of 
the body are, in many cases, sufficient to destory the mind, and 
to debilitate it in innumerable instances. It is equally well-known 
that the torments of the mind are, in. many cases, sufficient to 
destroy the body. This then being so well-known, is not the first 
duty of a father to secure for his children, if possible sound and* 
strong bodies ? 

(2) Make a precis of the following passage : 

There is no want of desire on the part of most persons at 
this day to arrive at the results of self-culture, but there is a 
great aversion to pay the necessary price for it, namely hard.: 
work. Dr. Johnson held that “impatience of study was the mental 
disease of the present generation,” and the remark still holds 
true. We may not believe that there is a royal road to learning 
but we seem to believe very firmly in a popular one,” In educa¬ 
tion we invent labour-saving processes, seek short cuts to science, 
learn French and Latin “in twelve lessons,” or “without a master.” 
We resemble the lady of fashion, who engaged a master to teach 
her a language on condition that he did not plague her with 
verbs and participles.” t 

(3) Make a precis of the following passage 

“The great men who stand out in history have been partly 
benefactors of mankind and partly quite the reverse. Some, like- 
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the great religious and moral innovators, have done what lay in 
their power to make men less cruel towards each other, and less 
limited in their sympathies; some, like the men of science, have 
given us a knowledge and understanding of natural processes 
which, however it may be misused, must be regarded as in itself 
a splendid thing. Some, like the great poets and composers and 
painters, have pur into the world beauties and splendours which, 
in moments of discouragement, do much to make the spectacle 
of human destiny endurable. But others, equally able, equally 
effective in their way, have clone quite the opposite. I cannot 
think anything that mankind has gained by the existence of Che- 
nghiskhan. But all these men, good and bad alike had a quality 
which I should not wish to see disappear from the world—a 
quality of energy and personal initiative, of independence of mind, 
and of imaginative vision. A man who possesses these qualities 
is capable of doing much good, or of doing great harm, and if 
mankind is not to sink into dullness such exceptional men must 
have scope, though one could wish that the scope they find 
should be for the benefit of mankind. There may be less diffe¬ 
rence than is sometimes thought between the temperament of a 
great criminal and a great statesman. It may be that Captain Kidd 
and Alexander the Great, if a magician had interchanged them 
at birth, would have each fulfilled the career which, in fact, was 
fulfilled by the other. In the modern world, and still more, so 
far as can be guessed, in the world of the near future important 
achievement is and will be almost impossible to an individual if 
he cannot dominate some vast organization. If he can make 
himself head of a state like Lenin or monopolist of a great 
industry like Rockfellcr, or a controller of credit like the elder 
Pierpont Morgan, he con produce enormous effects in the world, 
And so he can if, being a man of science, he persuades some 
Government that his work may be useful in war. But the man 
who works without the help of an organization, like a Hebrew 
prophet, a poet, or solitary philosopher such as Spinoza, can no 
longer hope for the kind of importance which such men had in 
former days. The change applies to the scientist as well as to 
other men, The scientists of the past did their work very largely 
as individuals, but the scientists of our day need enormously 
expensive equipment and a laboratory with many assistants, All 
this he can obtain through the favour of the Government, or in 
America of very rich men. He is thus no longer an independent 
worker, but essentially part and parcel of some large organization.” 
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(4) Make a precis of the following passage, reducing it to about 

100 words, and give it a suitable title . 

“In what, then, I ask, do men. differ front and excel the beasts ? 
In swiftness or ferocity the deer and the lion leave us tar behind. 
In site and strength we must give way to the elephant and the 
whale, sheep are more gentle, nightingales more melodious, 
tortoises longerlived, bees more co-operative, beavers more 
diligent. The ants run the totalitarian state much better than any 
fascist. The truth is that our bodies are feeble and ill-adapted 
to survival, they are the prey of innumerable diseases, their 
enormous complexity means that they can go wrong in a vast 
number of different ways, while so poorly are they equipped 
against the vagaries of the climate that it is only by clothing 
ourselves in the skin of other animals that we can survive. Hence, 
to pride ourselves on any of the qualities I have mentioned is to 
pride ourselves on the possession of attributes in respect of which 
the animals exceed us. Wherein then does our distinction, which 
is also, as we like to believe, our speriority, lie ? The answer is, 

I suggest, that it lies in man’s power of reasoning, Man, said 
Aristotle, is primarily a reasoning animal. He has, in other words, 
a mind which can reflect, discover causes, find the reason why, 
probe the secrets of nature, plan the future and m'editate upon 
the purpose of life. Reasoning is broadly of two kinds. First, 
there is theoretical reasoning. Man is moved by curiosity and 
has a disinterested desire to know simply for knowledge’s sake. 
The outcome of this desire is science, mathematics, philosophy, 
history, is in fact the whole body of knowledge which constitutes 
our inheritance from the past and which moulds the mind of 
the present. Secondly there is the reasoning which we perform 
in order to secure practical results. Applying the conclusions of 
theory to the practice of living, man has transformed his world, 
changing his environment more completely in the last, hundred 
and fifty years than throughout the whole of the preceding two 
thousand.” <V 


(5) Make a precis of the following passage, reducing it to 
about one third of its length. Suggest a suitable title. 

“The effect of books is two-fold; they preserve knowledge 
in time and spread it in space. Suppose for example, that you 
think of an important idea or a beautiful poem. Unless you can 
write it down, your idea or poem will die when you do. Even 
if you do write it down, it perishes as soon as the mice eat the 


paper, which they often do and do quickly. But once printing 
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has been discovered it did not matter how soon you died or how 
many copies of your hand written script were eaten by mice, 
for, so long as one copy remained the idea or the poem could 
be made to last for just as long as people chose to go on print- 
ing it. And also it could live long after you had died. Not 
only could it live in time, it could spread through space, for 
by making enough copies of it you could bring if to the notice 
of hundreds and thousands of people until today you can send 
it all over the world. 

Books are the chief carriers of civilization; because of them 
ideas live and spread. How important books are you can judge 
from the fact that very hot countries, as is well-known, are 
slow in becoming civilised in the modern sense. There are many 
reasons for this, but one of the most important is that the white 
ants, which live in the tropics, eat up all the books. For exam¬ 
ple, in tropical South America there are practically no books 
more than forty or fifty years old. Where there are no books, 
there are no records and no literature; the ideas and knowledge 
of one generation can only be handed down by word of mouth; 
and it is much more difficult for the race to progress and be¬ 
come civilised. But it is no use having books unless people can 
read them and learning to read is part of what it called 
education. 

It may seem strange to speak of education as a piece of 
machinery, but looked at'properly, that is just what it is, 
machinery for passing on knowledge and ideas. By it’s means each 
fresh generation of people can be made acquainted with all 
that the preceding generations have found our, so that instead 
of beginning all over again, as it were they can start where those 
who went before them left off. Thus knowledge is like a torch 
which is passed on from generation to generation by the hands 
of education.” 

(6) Make a precis of the following passage: 

Duplicators are probably more common than any other piece 
of office equipment except typewriters and telephones. Whether 
stencil or offset, they are used by the smallest of businesses. 

Small offset machines were first introduced over 35 years 
ago. The term small offset applies to miniature machines employ¬ 
ing offset litho principles, but intended for use by operators 
with little technical training or experience within the office. 

Rising overheads and greater competition put a premium 
on business efficiency and never more so than in these days of 
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economic instability. If the small concern is to survive and the 
large to remain competitive then every piece of equipment pur¬ 
chased or leased must be fully used. 

So often firms with equipment capable of producing their 
stock printing requirements such as letterheads, invoice forms, 
receipts, price lists, sales charts, brochures, leaflets, guarantee 
and catalogues still use an outside printer, while those without 
such equipment fail to realize its advantages. 

To be dependent on another organization is costly and 
involves delays which can affect both production and sales. 
Although it is not suggested that an application exists within 
every business for internal printing, there must be many con¬ 
cerns, which could afford to examine the possibility closely. It 
saves time and money and since leasing arrangements exist with 
all the leading manufacturers, initial outlay need not be a 
drawback. 

It would be useful to look more closely into stencil and 
■offset duplicating. Both have progressed enormously over the 
past 30 year? and no longer employ messy, inaccurate machines. 
The modem duplicator is capable of a very high standard of 
reproduction. 

(7) Reduce the following passage to about 100 words and give 

it a suitable title: — 

The basic role of the financial press is quite simply to pro¬ 
vide bussinessmen and investors with a steady stream of accurate, 
well-digested, well-informed and up-to-date news and comment 
on a wide variety of subjects ranging from major economic 
issues to new technological developments in industry. This is, of 
course, a blinding glimpse of the obvious. But as in so many 
cases it is often easy to see what you should do and not so easy 
to do it. 

One of the problems is staff, Expert and able financial, 
■economic and industrial journalists, by the nature of their jobs, 
Tequire years' of training and experience to achieve maturity. 
There are now many more of them than there were ten years 
ago, and there has been a progressive rise in their status and in 
the influence they are able to exert in the business and investment 
spheres. The demand for such people is clearly going to increase 
quite substantially over the next year or two at least. It remains 
to be seen whether the. supply, quantitatively and qualitatively, 
will match the needs as more and more papers seek to extend 
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t eir coverage of business and investment matters. Every paper 
■concerned in these fields should certainly also be actively con¬ 
cerned in breeding the next generation of financial journalists 
and making sure it is as good as or better than the present one. 

While the primary task of financial journalists is to disse¬ 
minate information, the task of criticism is also of' great 
importance and the record of the financial press here has been, 
by and large, good and effective. 

_ ^ pl‘ a y e d a part some years ago, for instance, in securing 
anajor reforms in Building Society legislation following the 
collapse of a large society. 

\8) Make a precis of the following passage reducing it to about 

one third of its length, and give it a suitable title: 

There are grave defects in our present educational system 
•and so long as these defects are not removed, the result of the 
.system are bound to be of an unsatisfactory and even disappoint¬ 
ing character. The principal defect that must strike everyone 
■who is conversant with the system is the fearful amount of 
cramming that prevails on all sides of us—from the first verna¬ 
cular standard to the highest degree examination. More than 90 
per cent of our students pass through the whole of their edu¬ 
cational course, placing their main reliance on cramming, in 
primary schools, in secondary schools, in colleges, it is with 
them one continuous, ceaseless act of cramming. What wonder, 
■therefore, if as soon as they finish their educational pourse, so 
many of them are seized with an unsurmountable-a fatal aver- 
•sion to studies of every kind ! This is a great, a real evil and 
■what is worse it is steadily on the increase. 

From the first vernacular standard to any degree examina- 
■•tion, the course extends over a period of fifteen years: the 
•primary school course takes four years, the high school course 
is of seven years and the college course extends over four years 
more. An average student may take about eighteen years to 
•finish the whole of this course. He may fail once or twice in 
the college. Now if you ask a young man to carry on his head 
a big load for a period of eighteen years continuously, is it 
fStrange that his growth should be stunted and he become an 
'intellectual and moral dwarf 1 Look at our primary course. 
'Think of its dull, mechanical monotony. The ■ same text-book, 
the same standards, the same methods of teaching! What is 
(true of primary schools is also true for the most part of secon- 
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daty schools. Here too, we have the same mechanical methods- 
of teaching, the same listless work on the part of the boys, the 
same want of a living factor to suit the studies to the^taste of 
s tuden ts and make them an object of Interest and delight and 
not a necessary burden. One would imagine that things might: 
at any rate, improve when a student has completed his big 
school course and begins his University studies. Bur even here 
the system of examinations stands in his way and for most part 
prevents him from straying beyond the text-boolc appointed. 

(9) Make a precis of following passage, reducing it to about 

200 words, Give a suitable title 
{Longer Passage) 

“The United States as it is today, obviously did not, spring 
fullblown, like an Athena, from the heads of the makers of 
the constitution. 

We have had our crises—social, economic and political. Less 
than a century ago—brother actually fought against brother in 
the 1 blood bath of our Civil War. We have had bitter sectional 
disputes. We have severe economic depressions which have 
shaken our society. We have assimilated more than 40 million 
immigrants from every corner of the globe. We have had our 
“revolutions”, peaceful to be sure, but revolutions nevertheless. 

Through all these crises, the American Government “of the 
people by the people and for the people”, to use Lincoln s- 
phrase, kept to its basic form and idea but adjusted itself to- 
meet the needs of the times; 

Adjustment was one of the first things we learned. Political 
freedom needs economic and social freedom to make it work 
and ways have to be found within the context of our basic 
philosophy, to obtain these freedoms, We had advantages, of 
course, in making our adjustments, advantages accruing not 
through any act of our own, But received at the hands of a 
benign Providence. A vast new continent rich in natural resources 
streched out before citizens of the new republic. Spurred by 
continuous of waves of immigration Americans, new arid old, 
moved into the new lands. They spread out through the wilder- 
ness, over the great plains, over the mountain barrier and reached; 
the Pacific, It was only 68 years ago that United States Bureau 
of the Census announced that a “frontier of settlement” no 
longer existed in the country, 

Besides the economic advantage which accrued to the 
United States by our internal development there were other 
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characteristics of American democracy which I feel may have- 
contributed even more to its contents and shape. 

These include the importance placed on new ideas and the; 
provision of a climate in which new ideas—good, bad : or crack 
pot-might develop. Ideas receive backing, be they for a new 
way to make steel or a new system of progressive education, or 
a new treatment of a heretofore incurable disease or a new 
kind of a breakfast food, Emerson’s phrase about the world* 
beating a path to the door of the man who develops the better 
mousetrap is true in the United States. Another development, 
or perhaps the reason for the development, has been a mistrust 
of conformity. Americans love diversity and see in it an 
expression of freedom. The presence in our Society of a bewil¬ 
dering number of creeds, races and national origins, economic 
interests and opposing ideas, we feel is a good thing,. Through 
freedom to develop themselves, in ways most suited- to their 
abilities, we believe that the quality of men and; women is- 
improved. 

A third development I would like to mention is Competition 
in its way a kind of diversity. Others often distrust our idea- of 
competition. But competition in America is not the competition 
of the jungle; our critics often confuse it with pure laissez-faire 
capitalism which has no place in American democracy. It involves 
the releasing of energies, primarily in the field of new ideas of 
which I spoke a moment ago, or new modifications, new “slants”. 
Competition can and often does end up by revolutionising some- 
segment of human affairs. 

New ideas, mistrust of conformity and Competition have been 
major factors in the development of economic and social democracy 
in the “United States ”—Ellsworth Bunker. 

(10) Make a precis of the following passage in about 63 words, 

and give it a suitable title : 

Under some conditions, people will hold money, not simply 
for early use, but as a convenient way of storing wealth for future 
needs. In some of its forms, money provides a store of wealth 
which is easily protected against theft or destruction-while re¬ 
maining ‘liquid’ that is usable at any moment. This liquidity is 
something valuable, and can itself be ‘sold’; in most societies, 
man who gives up control over a stock of money for a period, 
by lending it to someone else, will expect to be repaid ‘with in 
terest’ that it to say, with a percentage added. The interest is not 
only a recompense for running a risk, for it is still paid when the- 
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risk is i negligible; it is a recompense for the disadvantage of giving 
mp liquidity. The existence of an organised system of money loans 
itself is a great convenience to a complex community; it makes 
it possible,'for instance, for man who has a good use for money, 
-say, to build a mew factory, to get ahead without waiting for the 
’tedious process of saving up the money from his own income. 
.<189 words) (B.U.F.Y. B.Com. April 1981) 

. (11) Make a precis of the following passage reducing it to one- 
third of its length and give it a suitable title : 

We are citizens of no mean country and we are proud of the 
‘'land of. the birth of our people, our culture and traditions. That 
■ should not be Tor a romanticized past to which we have to cling; 
nor should it encourage exclusiveness or a want of appreciation 
■■of other ways.than ours. It must never allow us to forget our 
many weaknesses:and failings or blunt our longing to he rid of 
them. We have a long way to go and much leeway to make up 
'before we can take our proper station with others in the van of 
’human civilization and progress. And we have a hurry, for the 
’time at our disposal is limited and the pace of the world grows 
-even swifter.'It was India’s way in the past to welcome and 
: absorb other cultures. That is much more necessary today, for we 
•march to the one world of tomorrow where national cultures will 
'be intermingled with the international cultures of the human race. 
We shall, therefore, seek wisdom and knowledge and friendship 
■wherever we can find them, and co-operate with others in com¬ 
mon tasks, but we are not suppliants for others’ favours and 
’patronage, Thus we shall remain true Indians and Asiatics, and 
'become at the same time good internationalists and world 
citizens, (222 words) (B.U.F.Y. B.Com April 1982) 

(12) Make a precis of the following passage by reducing it to 
about 80 words and give it a suitable title : 

Money was assumed to be the remedy for all evils. But this 
■is not only.the creed of Midas; it is held today as fervently by 
•the middle class who must go one better than the Joneses do; 
•.they must have a new car, the latest, television set, the new dress, 
so as to prove their superiority and larger income over those who 
, live near them, The same greed for money infects every class. 

of the lower paid worker is 
.ofen due to the knowledge that those who are better paid will 
also demand an increase to preserve their relative superiority in 
money over those who are engaged in work, of less importance. 
The craze Tor lottery and gambling is not for the sake of excite* 


.Precis Writing 


523 


: ment and adventure, but for money; it is the one and only chance 
they have of becoming rich. Speculation in any form is due to 
the same urge to obtain money. Money is necessary as a means 
to what is fully legitimate; reasonable comfort, security, books, 
music, holidays abroad; but when it is sought as an end in itself, 
or as a means to unworthy ends—power, orientation, self-indul¬ 
gence-then it becomes a sin. The urge for wealth in the Industrial 
Revolution and the respect given to riches are in glaring contrast 
*to the New Testament, where we read of Christ saying, ‘Ye can¬ 
not serve God, and Mammon’. (240 words) 

(B.U., S.Y. B.A. May 1982) 

(13) Summarise the letters given below in one paragraph : 

3rd December, 1983 

Dear Sirs, 

We enclose with this letter our order for razors which we 
'hope you will find it convenient to send as soon as possible. As 
we regularly order from you we would like to have insurance 
included with the cost of transport and therefore request you to 
arrange insurance in Lucknow and send us details. Please include 
the insurance in your invoice. 

Yours faithfully, 

- R.B. & Sons 


7th December, 1983 

'Dear Sirs, 

We have arranged insurance for your consignment of razors 
as requested by you in your letter of 3rd December, The razors 
■will be despatched within eight days. 

As you will be placing regular orders we suggest taking an 
’Open Policy for approximately Rs. 36,000/-yearly. The rate for 
insurance would be about 6 per cent and would cover all risks 
except war. Please confirm if you approve of this suggestion. 

Yours faithfully, 
Razor Pvt. Ltd. 
19th December, 1983 

.Dear Sir, 

We approve of your suggestion for taking out an Open Policy 
on consignments of razors and think that premium rate of Rs. 6/- 
. per cent is quite reasonable. To effect still further saving we would 
■suggest that you pack the razors in metal or wooden containers. 
'Please let us know if this suggestion is acceptable to you, if so 
sthe consignment will be packed in containers. ■ .■ _ _ 

Yours faithfully, 
R. B. &. Sons. 
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19 DRAFTING REPRESENTATIONS 


A representation is a polite protest, remonstrance or com¬ 
plaint made to a higher authority or independent body by an 
individual or by a group of people having a common interest. 
An individual, for example can make a representation to an Income 
Tax officer about an excessive assessment or a Chamber of Com¬ 
merce (representing a group of people with a common interest, 
viz. commerce) can make a representation to the government ask¬ 
ing for certain tax reliefs for businessmen. In this chapter we are 
concerned with written representations made by groups of persons 
but the fact should not be lost sight of that the representation can 
also be oral. A person who meets his municipal ward officer and 
complains about the uncleared dustbins in his street and requests 
that the cleaners should visit the street once a day is making an 
oral representation. Similarly all the commuters of a bus going in 
a body to the Chief Transport Officer and complaining about the 
rude behaviour of a bus conductor towards a lady commuter are 
making an oral representation. Representations can also be made 
through the columns of newspapers. They are usually printed in 
the “Letters to the Editor” column, 

The student should understand the difference between a 
complaint and a representation. No doubt many representations- 
are similar to complaints but the word representations has a 
wider meaning. A complaint is usually a mere expression of dis¬ 
satisfaction but also represents the case or point of view of the 
signatories to the representation and attempts to persuade the 
authority to follow a particular line of action. 

Representations may be Staff Representations or Citizens 5 ' 
Representations. Staff Representations are complains or grievances 
of an individual or a group of employees addressed to their superiors. 
They are internal communications and should state the case of 
the employees fully and in a polite tone. Citizens’ Representations 
can be addressed to the authorities directly by post or hand- 
delivery or could be printed in newspapers to the “Letters to the 
Editor”, column. 

In former times representations were known as petitions but 
today they are increasingly being termed “memorandums”, so that 
we speak of memorandums being presented by students to the- 


principal, by trade unions to managements or by citizens to the 
:raayor. It should be noted that this meaning of the word “memo¬ 
randum” is different from the sense in which it was used in 
Chapter 8, Part II of the book, where it referred to an informal 
written communication for internal communication. It would not 
be out of place to inform the student of the various meanings of 
the word "memorandum” to avoid mental confusion. They are 
(i) note or record for future use, (iii) informal business commu¬ 
nication usually without a personal signature, on paper headed 
memo, (iii) a reprimand in writing (“memo”), (iv) a written re¬ 
presentation, (v) report of an agreement that has been reached 
but not yet formally drawn up and signed (Memorandum and 
Articles of Association), (vi) an informal diplomatic communication. 

How to Draft a Representation 

1. Provide the address of the sender so that a reply can be 
•obtained. If the representation is being made by an individual or 
by a body like a Trade Union or Trade Association then the 
letterhead of the individual or Association should be used. If, 
however, the representation is being made by a group of people 
•who have not been organised into a body (citizens, students, 
•examiners, commuters) the address of one of the signatories 
'(preferably the best known) only should be given. 

2. Use an opening which is positive and reasonable, one 
•which avoids an angry tone. Do not make wild charges or use 
abusive language. 

3. State your case in full. Provide all relevant details and 
explain why it has become necessary to make the representation. 
If the representation contains a demand then give reasons to show 
■that the demand is in order. 

4. Use a positive closing, one expressing confidence (do not 
-show cocksuredness) that the demand will be met as it is a rea- 
-sonable one. Also suggest how the demand can be met. 

.Representation by Telephone Users 

THE TELEPHONE USERS 
Bell Street, 

Bombay-400 002 

8th May, 1983 

'The General Manager, 

Bombay Telephones, 
iBombay-400 005. , 
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Dear Sir, 

On behalf of the members of the Telephone Users Associ¬ 
ation, I have to request you to give your attention to two grievances 
of telephone users. These grievances are so widespread that Tam- 
certain you must have received numerous complaints in this 
regard from individual subscribers. 

1. It haSvbeen the practice of your organisation to adopt a 
“pay first and complain later policy” with respect to telephone 
charges. This policy, while it is no doubt very convenient from die- 
administrative point of view, hits the middle class subscriber very 
hard. He is required to pay some times exhorbitant amounts for 
trunk calls which he has not made and it is small consolation for 
him if his complaint is found to be genuine and the amount' 
adjusted later. 

2. Many of our members are unduly harassed by the repair 
workers of your organisation. Not only do they pester the subset 
ribers for “baksheesh” at Divali and other festivals but they expect 
to be tipped every time they attend to an “out of order” com¬ 
plaint. Indeed some of our members who are businessmen and who- 
depend heavily on the telephone for their business communication- 
are nearly blackmailed into paying the repairmen on a regular 
basis for service which should in the normal course be provided 
free by the , telephone exchange. 

I sincerely hope that you will give the above-mentioned matters- 
your attention and provide much needed relief to your subscribers. 

Yours truly,. 

President. 

THE BOMBAY PUBLISHERS ASSOCIATION 
Bookbinding Street, 

Bombay-400059 

11th June, 1983 

The Competent Authority, 

Sales Tax Department,: 

Bombay-400001. 

Sir, 

As you are aware printed books are exempt from levy of 
Sales Tax. I have, however, as Secretary of the Bombay Publishers 
Association, to point out to you on behalf of the members a pro¬ 
vision of the Act that affects us adversely. By thp provisions of 
the Act if the books are sold with plastic covers they become 
liable to attract the tax. You will agree, sir, that most unwittingly 
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this provision defeats the very purpose of keeping printed books- 
free from Sales Tax and thus making reading, material available 
to the public at less cost. The modern trend is to provide plastic 
covers or jackets to books as these help to- preserve them for 
many years and are invaluable for the purpose of sending books- 
by post or over long distances. As the innovation of plastic covers 
is a recent one and not envisaged by the framers of the Sales- 
Tax Act I have to request you to place this request of our Asso¬ 
ciation before the proper authorities and arrange to provide us- 
tax relief in this respect. 

Yours faithfully,,. 
Secretary. 

Representation by a Chamber of Commerce 

THE TIPTOPTOWN CHAMBER OF COMMERCE 
9, Business Street, 

Tiptoptown.. 

The Vice Chancellor, * ^ m 

Tiptoptown University, 

Reading Street, 

Tiptoptown. 

Sir, 

At the last meeting of this Chamber it was resolved that T 
should write to you to seek recognition from your esteemed Uni¬ 
versity for the course and examination in Business Management 
conducted by the Chamber. 

The Tiptoptown University has a paper in Business Manage¬ 
ment at the M. Com. degree level examination but there is no- 
provision for specialisation in this very vital branch of commer¬ 
cial studies. Our chamber, started this course in 1965 and ever 
since we have held one examination every year at which, on am 
average, 55 candidates have appeared. The standard of assessment 
of examination papers has,been kept at a high level and the res¬ 
ults have averaged 20 p c. every year. The students who have 
undertaken this course and appeared at the examination have 
assured us that it has proved of immense value to them in their 


The syllabus of the course was framed by a panel of experts 
on the basis of the syllabi of some Universities of the United- 
States where the subject is taught. The syllabus has been sufficiently 
modified to aSapt it to Indian conditions. To assure you of the 
■quality of the syllabus and the academic standard maintained by: - 
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us I shall be happy to receive any delegation of academicians 
that you might decide to send to inspect our Commercial 
Examination Department. Meanwhile, I am enclosing copies of the 
.prospectus, syllabus and other literature pertaining to the course 
conducted by us. 

Awaiting your early and favourable reply, I remain, 

Yours truly, 
Secretary. 

■Representation by a Trade Union 

THE COXBOX WORKERS UNION 
Coxbox Factory, 

Bombay-400 065 

7th August, 1984 

The Managing Director, 

The Coxbox Mills Ltd., 

Bombay-400 065. 

"Sir, 

1 have been authorised by the workers of the Union to address 
you with regard to some of their problems that require urgent 
. attention and solution. 

1. The company has failed to pay the workers the arrears, 
.of D, A. and House Rent Allowance according to the Tribunal 
.Award dated 5th December 1981. 

2. Five workers of the packing department who have put in 
■more than ten years service have been served with termination 
motices. This is in clear violation of the agreement arrived at 
between the Management of the Mills and the workers’ represe¬ 
ntatives on 5th September 1983. You are requested therefore to 
ihave these notices withdrawn immediately and in case it is the 
contention of the management that the services of the five emplo¬ 
yees are not up to the expected standard or quality the matter 
•should be referred to the Joint Consultative Standing Committee. 

3. There are frequent complaints from the workers utilising 
■the company bus transport from the railway station to the factory. 
The buses, it appears, do not keep to the announced schedule 
and sometimes arrive late or depart early resulting in considerable 
inconvenience to the workers who are then required to engage 
taxis in order to avoid reporting late for work. 

4. The canteen waiters are not clean in either their habits 
■or their clothing. The canteen staff should be instructed in this 
matter and the company should provide uniforms to the waiters. 
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Awaiting your early and favourable response to the above¬ 
given representations/I remain. 

t Yours truly, 

Secretary 

'Representation by Staff Members 

Office of the 
Firex Co. Ltd., 

8, Steel Street, 
Bombay-400006. 
7th October, 1984 

The General Manager, 

Firex Co. Ltd., 

8, Steel Street, 

Bombay-400006 
Dear Sir, 

We the undersigned employees of the company wish to bring 
to your notice certain aspects of the condttions in which we 
work in .the office and hope that you will give our representation 
your .sympathetic attention and thus enable us to work more 
■efficiently under improved conditions. Right at the outset we wish 
to make it clear that this is not a set of demands being placed 
through the usual channel of the Union but only some observations 
■and suggestions for improving the working conditions in the office. 

1. Since the office windows face north there is not a whiff 
.of fresh air and during summer the atmosphere becomes stifling. 
'It would enable us to work without undue strain if an air-cooling 
•or air-conditioning system is installed. 

2. The present system of a uniform lunch break between 
1 p.m. and 1.45 p.m. virtually closes, the office for that period. It 
would be better if the lunch break for different sets of employees 
■was staggered from 11 noon to 2 p.m. and if each employee was 
■given one hour instead of 45 minutes. This will ensure that the 
office remains functioning all the time and at the same time gives 
the workers a little more time in which to partake of their meals. 

3. At present the company telephone is not made available 
■for incoming or outgoing calls to employees. As this results in 
■considerable inconvenience to the workers we suggest that the 
company should write to the telephone company and request the 
installation of a pay call booth either in the office itself or at the 
ground-floor entrance. 

1/B.C. 
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4. To meet recurring social expenditure on parties, farewells,, 
gifts is newly-weds, etc. the staff members have decided to con¬ 
tribute Rs.-5/—each month towards a Staff Welfare Fund. We- 
request you to instruct the cashier to deduct this sum from the 
salary of each employee and credit the amount to the Fund which 
could be deposited in the bank and operated upon by the Pro¬ 
vident Fund Committee of the company. It is also our request to 
the management to contribute a matching amount to the Fundi 
and help it to grow. 

We hope you will place this representation before the board’ 
of directors and advocate our case at the same time. 

Yours truly,. 

1 . 

2 , 

3. 

4. 

Representation to the Police 

Sbrikant J. Patel,, 
Damodar Nagar, 
Goregaon, 
Bombay. 

20th Sept, 1984 

The Commissioner of Police, 

Greater Bombay, Bombay-1. 

Dear Sir, 

We, the residents of Goregaon east and west, wish to bring 
to your attention the deteriorating law and order conditions in 
our suburb. There is an increasing menace to peace-loving citizen* 
from anti-social elements who have made this suburb the centre 
of their nefarious activities. The police force is very inadequate* 
and confined to one cbowki in the east, near the station. 

Women and children are frequently molested on the roach* 
in broad daylight and in the last two months there have been 
several cases of house-breaking and chain snatching. Young girls 
and women are subjected to great humiliation by gangs of young 
men who stand at street comers and' jeer or threaten them. 
Gambling and drinking is openly indulged in by these anti-social 
elements at street corners and young school going children are 
exposed to these sights. Much of this nuisance seems to be 
caused by immigrant labour which has been housed in the slum- 
which has sprung up along the railway track and the highway. 

Please look into this matter at your earliest and arrange to- 
increase the police force in this area. It is absolutely necessary- 
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that there should be two police stations in this suburb, one for 
the east and one for the west, Awaiting your prompt action in 
this matter we are. 

Yours faithfully, 

Shrikant J. Patel &. 72 others 

Representation by Citizens 

Mr. N. K. Naik, 

No. 8, Goody Nagar, 
Borivli, Bombay-400 070, 
4th May, 1983 

The General Manager, 

Bombay Bus Service, 

Bombay-400 008. 

Dear Sir, 

We, the undersigned are residents of Goody Nagar and ad¬ 
joining colonies. As you are perhaps aware these colonies have 
only come up in the last few years. Earlier the area was marshy 
land and most of it that was not marshy was used for agricul¬ 
tural purposes, Today this area is fully residential and there are 
no less than six colonies with close to a hundred buildings 
housing several thousand people. The nearest bus stop and bus 
route for reaching Borivli station is about five furlongs away. 
For the benefit of the hundreds of office goers, school and college 
children who have to commute every day we request you to 
divert bus route No. 51 so that it stops outside Goody Nagar. 
As even this is not likely to meet the requirements of this 
growing colony, as new residents settle every week in this rapidly 
growing area, we request you to consider starting a new route 
which will cover the distance between Borivli station and Goody 
Nagar only. If you are not convinced of the urgent need for 
this please place a bus on this route terminating at Goody Nagar 
only for a few days on a trial basis and the heavy demand of 
commuters will remove your doubts. 

Yours truly, 

N. K. Naik 
& 

59 other signatures 

Representation by Educationists 

The Hon’ble Mr..,.. 

Minister for Education, 

Government of India 
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May it please your Excellency : 

We, the signatories of this representation are senior professors 
of the University of Bombay who have devoted more than a 
decade of our lives to the cause of higher education. 

Sir, you will no doubt be concerned to know that this year 
the University has taken the rash step of abolishing the study of 
English in the Science and Commerce faculties. The decision was 
taken during the emergency and without proper discussion or 
consultation with academicians. We hope it is not too late to do 
■some serious re-thinking on this strange decision and that the 
.compulsory study of English will be reintroduced before incalcu¬ 
lable harm is done to an entire generation of students. 

The reason why Bombay University has held its head high 
■all these years and has maintained a fairly high standard in higher 
■education, while standards were falling all over the country, is 
that it has stuck to the teaching of English in spite of great 
political pressures, Bombay graduates are among the best in the 
.country and even foreign universities welcome them only for this 
•reason. By doing away with the teaching of compulsory English 
in the Science and Commerce faculties the authorities have un¬ 
thinkingly started a process which can only result in falling 
educational standards in this old and respected university. 

In sharp contrast to this foolhardy step of the University the 
State . Government has taken the wise decision to start imparting 
instruction in the secondary school stage through the English 
medium in Mathematics and Science, This decision was no doubt, 
taken as a result of the realisation that English was a better 
medium for acquiring proficiency in these subjects and that with¬ 
out the help of the English medium, school students in 
Maharashtra would be at a disadvantage. We hope, Sir, that you 
will personally investigate this matter and intervene and persuade 
■.the authorities to reintroduce the teaching of English as a com¬ 
pulsory subject in the Commerce and Science courses. 

Yours faithfully, 

1. Prof_ 

2. Prof__ 

3rd October, 3. Prof,_ 

. 4. Prof 
5, Prof__ 

REVIEW QUESTIONS 

11, What is a representation ? What is the difference between a representation 
.and a complaint ? 
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2. What points should be borne in mind while drafting a representation on 
memorandum ? 

3. Draft a representation by the 'Bombay Merchant’s Association to the police 
department, seeking protection from anti-social elements who demand pro¬ 
tection money from the shop keepers, 

4. Draft a representation to be signed by the members of the Chamber of 
Commerce of your city which is to be sent to the Finance Minister advocat¬ 
ing reduction in taxes to serve as an incentive to businessmen. 

5. As the Secretary of the Workers Union of the Gluco Co. Ltd. draft a 
representation to the management seeking certain essential amenities and 
benefits for the workers, 

6. On behalf of the residents of your locality draft a memorandum to be sent 
to the Mayor complaining of the poor service being given to your particular 
part of the town by the public works department. 

7. On behalf of the residents of Gokhale Street draft a representation to be 
sent, with at least 25 signatures, to the Regional Transport Officer about the 
parking of a large number of trucks and heavy vehicles on both sides of 
the street at all times of the day and night. 

8. Your company does not provide you with proper canteen and transport 
facilities. Draft a representation on behalf of the employees asking for these 
facilities as the company is situated in a distant suburb where public trans¬ 
port and restaurant facilities are not available. 

9. As Secretary of the Bombay University Students’ Association submit a re¬ 
presentation to the Vice' Chancellor focusing his attention on the hardships 
caused to students by the delay in declaring their examination results. 

(B.U., B.Com. May 1980) 

10. As Convener of the Regional Anti-price-rise Committee, draft a representa¬ 

tion to the Chief Minister of your state pointing out the hardships of people 
caused by unchecked increase in prices of al 1 consumer goods and the poor 
distribution system of essential items, (B.U., B.Com. Dec, 1980) 

11. A Chemicals Factory has been established in your locality recently. The 

pollution of air by smoke from the factory has caused several flowering 
plants to die, and has affected the health of human beings and pet animals. 
Draft a representation to be submitted to the State Health Minister by the 
local Residents’ Association. (B.U., B.Com. April 1981) 

12. A bus-stop in your locality has been shifted to an inconvenient place. On 
behalf of the residents of the locality make a representation to the Traffic 
Manager, BE.ST., undertaking, for the restoration of the stop to its origi¬ 
nal place, pointing out the hardships experienced by the residents. 

(B.U., F.Y.B.Com April 1982) 

13. There have been frequent cuts in water supply to your colony. As secretary 
of the tenants’ association, make a representation to the Municipal Com¬ 
missioner about the acute water shortage. (B.U., S.Y.B.A. Nov. 1980) 

14. The residents of Colaba (Bombay) wish to submit a representation to the 

Police Commissioner of Bombay, focusing his attention on the Law and 
Order problem and the anti-social and indecent activities in the area. Draft 
their representation. ' (BU., S.Y.B.A. April 1981) 

15. On behalf of the residents of Maliim-Dharavi area, draft a representation 

to be submitted to the Municipal Commissioner, Greater Bombay, drawing 
his attention to unhygienic conditions and inadequate [civic amenities in the 
area. (B.U, S.Y.B.A. May 1982) 



APPENDIX A 

A GLOSSARY OF COMMERCIAL TERMS 


Abatement 
ab initio 
ab origine 

Account Current 


Account Sales (A.S.) 


ad interim 
ad valorem (Ad val) 
Advice Note 


Affidavit 


Agenda 

Agent 

Amortization 


ante diem 
a primo 
a priori 
Appreciation 

Articles of Association 

(A/A) 


reduction 
at the start 
from the beginning 

An account which is given 
periodically to a customer 
showing all transactions up to 
date 

An account given by a consi¬ 
gnee to a consignor showing 
all sums realised by him after 
deducting charges and commis¬ 
sion 

meanwhile 

according to the value 
A note or letter informing that 
a particular transaction has 
taken place 

A written declaration, given 
under an oath, before a person 
of authority like a magistrate 

list of items of business to be 
transacted at a meeting 

Person authorised to act for 
another 

The writing off (periodic) of 
capitalised expenditure just as 
“depreciation” is the writing 
off of tangible assets 
Before the day 
From the first 
By deduction 
Increase in value 

A document containing rules 
for the internal management 
of a company 
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At Sight 

A term written on bills of ex¬ 
change to show that they are 
payable on demand or as soon 
•as “sighted” 

Average 

A term used in Marine Insur¬ 
ance to signify “loss” 

Balance of payments 

The difference between total 
payment to be made to other 
countries and due from other 
■countries on account of trade, 
loans or investments, 

Balance of Trade 

The difference between total 
•exports and imports. 

Bankrupt 

A debtor whose estate is 
administered by the court as 
he cannot meet his liabilities. 

Bank Draft 

A bill of exchange down by the 
bank upon another for the 
•convenience of a customer. 

IBank Rate 

The minimum rate (per cent) 
charged by the Reserve Bank 
for discounting first class bills 
of exchange. The rate depends 
upon the quantity of gold in 
the market and the amount of 
reserve in the Bank. 

Bazar Bill Rate 

The rate of interest at which 
bills of small traders are dis¬ 
counted by money-lenders. 

Bill of Exchange (B/E) 

An unconditional order, in 
writing, addressed by one per¬ 
son to another requiring that 
person to pay on demand a 
■sum of money. 

Bill of lading (B/L) 

A receipt issued by the master 
of a ship for goods shipped on 
board his vessel and containing 


an undertaking to deliver the 
goods to the person to whom 
they are addressed. 
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Bill of Sale (B.S) 

Bill of Sight 

Blank Cheque 

Blank Transfer 

bona fide ' 
bona fides 
Bonded Goods 

Bonus 

Bottomry Bond 

Carriage 
Carrying Over 


A registered document by 
which one person assigns his. 
estate or property to another 
as security for a lour., advanced. 

Bills that have to be paid 
immediately on presentation. 
Also a document to enable an 
importer to complete customs 
entries. , 

A Cheque which is signed with' 
out mentioning the amount.. 
The drawee can fill in the 
amount before cashing it. 

A complete transfer deed 
with only the name of the 
transferee left blank. Sucli 
documents are given, by way 
of security 

In good faith 
Good faith 

Goods that are liable (o duty 
and which are deposited in a 
government warehouse till 
such duty is paid 

A distribution of unexpected 
additional profits to share*, 
holders over and above the 
usual dividend 

An agreement by which the 
captain of a ship borrows 
money on the security of the 
ship 

Charge for transporting goods- 
overland 

A stock exchange term. It 
signifies the postponement of 
the settlement of an account 
from one settling day to an¬ 
other, allowance being made 
for the accommodation 
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caveat emptor 
Certificate of Origin 

Charter Party 

Cheap Money 

Circular Note 

Collateral Security 

Commission 

Composition 

Contango 

Contingent Liability 


The permission given, by a* 
bank to a customer to over¬ 
draw his account' up to a* 
specified limit against suitable- 
security 
Buyer beware 

The certificate giving the place 1 
of manufacture or growth of 
certain articles ' 

An exporter who enters into" 
a contract by which an entire 
ship, or part of it, is given to- 
him for the conveyance of' 
merchandise 

A policy followed by the 
Reserve Bank of low interest 
rates for Commerical and in¬ 
dustrial loans with a view to- 
make cash expand 
A form of a letter of cerdit, 
usually with cheques attached, 
issued by bankers to customers 
to make travel convenient 
Any indirect security. Usually 
applied to the deposit of 
documents conveying a right 
to property 

Remuneration given by a 
principal to his agent 
A payment of something less- 
than the full amount owing, 
made by a person who is 
insolvent or bankrupt, to- 
settle the claim 
A charge made by a stock 
broker to a speculator for- 
carrying over his transaction 
to the next settlement 
An obligation to payjdepen- 
dent on the oeeuring of events 
of a doubtful nature,^IjThe- 
liability of a surety for j a 
principal 
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■Copyright 
Credit Note 

Cumulative Dividend 

Days of Grace 
Dead Freight 

Debenture 

Debit Note 

de facto 
de jure 
de novo 
Del Credere 

Demurrage, 


An author’s exclusive right to 
print or publish his works 
A statement claiming credit 
for goods returned to a person 
to whom some reduction in 
price has been given 
The right of perference share¬ 
holders to have the dividend 
on their shares carried over 
to the next year in case the 
company cannot pay them in 
the same year 

Three extra days allowed for 
the payment of Bills of Ex¬ 
change or Promissory Notes. 
An agreed sum to be paid in 
respect of space in a vessel not 
filled according to charter. 
Damages provided for by a cha¬ 
rter in the event of the freig¬ 
hter not loading a full cargo 
A certificate for a loan to a 
company giving the holder a 
lien on the property of the 
company. 

An intimation sent to a debtor 
stating the items and the acco¬ 
unt with which he has been 
debited 

In fact, whether by right or not 

By right 

Afresh 

A commission that denotes 
an additional premium charged 
by an agent in consideration 
of which he becomes person¬ 
ally liable for the payment of 
the goods sold 

The detention of a ship beyond 
her specified time or the com¬ 
pensation paid for such delay. 
Also the charge made by rail¬ 
ways for detention of wagons 
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Depreciation 

Discount 

Dock Warrant 

Drawback 

Dry Goods 
Dunnage 

'Embargo 

Ex-Dividend 
ex gratio 
■ex parte 

ex toto 
■Facsimile 

Fiduciary Issue 

Fixed Charges 
Floating Assets 

Freight 


Decrease in value. 

All allowance or reduction 
given to a person for payment 
before the due date 
An acknowledgement for 
goods lodged in a public 
warehouse, showing the date 
of entry, details of goods with 
marks and numbers 
Excise duty returnable by the 
authorities on exportation of 
excisable goods or return of 
customs duty paid on re-ex¬ 
portation of goods 
Term used for non-liquid 
goods 

Pieces of wood or matting 
used for the purpose of storing 
and protecting cargo of a ship 
A government prohibition of 
ships leaving a port for a cer¬ 
tain time. The prohibition is 
generally imposed by a country 
when it is at war with another 

Without dividend 
As a favour 

One side only; in the absence 
of the other party 
Absolutely > 

Resemblance (copy) of a man’s 
writing 

Notes issued against a reserve 
not of gold but of first class 
securities 

Recurring items of expendi¬ 
ture such as rent, taxes, etc. 
Assets or property which are 
acquired with a view to re¬ 
sale 

Charges for carrying goods by 
sea, Also cargo of a ship 
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Glit-edged 

Securities on which regular 

Securities ■ 

interest payment is assured, 


usually government paper 

Goodwill 

The extra value that attaches 
to a business over and above 
its instrinsic value 

gratis 

Free 

LO.U. 

“I owe you”. A signed ack¬ 
nowledgement of indebtedness 

in extenso 

At full length 

in loco 

In the place of 

in re 

In the matter of 

in toto 

Entirely 

inter alia 

Among other things 

intra vires 

Within the powers of 

Inventory 

List or statement of articles- 
in stock 

Invoice . 

A written intimation setting 1 
forth full details of goods 
sold or consigned 

ipso facto 

By the fact itself 

ipso jure 

By the law 

jettison 

Voluntary throwing overboard: 
of cargo, or part of it, to save 
a ship from sinking 

Jobber 

A dealer in stock and shares- 
who acts on his own in the 
stock exchange and only in¬ 
directly with the public 

Joint Stock 

Stock held jointly, as in « 
joint stock company 

Lay Days ; 

Days usually allowed by port 
authorities to cargo owners 
for the purpose of unloading. 

Letter of Credit 

An order given by a banker 

(L/C) 

to his agent authorising the 
latter to pay a particular in¬ 
dividual a sum of money 

Li en 

A legal claim-or hold on pro¬ 
perty as security for a debt 


Appendix A 


541 


.Liquidation 

•locus standi 

.mahifide 

Manifest 

.'Memorandum of 
Association 

.'Moratorium 

Notary Public 

Open Policy 

Overheads 
ipari passu 
per 

iper capita 


Process of winding up a com¬ 
pany as laid down by the law 
Standing place (position), 
recognised position 

In bad faith 

A statement containing full 
particulars of cargo, lodged 
by the captain of a ship at 
the customs-house on leaving 
the port 

Document filed by a public 
limited company with the Re¬ 
gistrar of Companies contain¬ 
ing the name or address of 
the company, its objects, the 
extent and limitation of liabi¬ 
lity of its members and details 
about share capital 

An extentionof time allowed 
by the government for the 
payments of debts 

An official whose duties are 
to certify deeds and other 
documents and note the acce¬ 
ptance or non-acceptance of 
bills of exchange 

Marine Insurance policy in 
which the value of goods is 
first fixed but a certain amount 
is provisionally insured leaving 
the declaration of goods and 
their value to k named sub¬ 
sequently 

Maintenance charges like rent, 
electricity, water charges, etc. 

On the same footing as or 
■equally 

By 

By the head 
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per contra 

The opposite side 

per diem 

By the day 

per mensem 

By the month (monthly) 

per se 

By itself 

Power of Attorney 

Legal document authorising a 
person to act on behalf of 
the person signing the docu¬ 
ment. 

prima facie 

At first appearance 

Private Company 

A joint stock company which 
limits its membership to 50’ 
persons, does not invite pub¬ 
lic subscription of its shares 
and restricts the transfer of 
shares. 

pro forma 

As a matter of form 

pro rata 

In proportion 

Proxy 

Person authorized to act for 
another. Also the document 
conferring such authority. 

Quorum 

Minimum number of members 
who are required to meet tO' 
transact business according to- 
the constitution of an orga¬ 
nisation 

Re-Insurance 

A second insurance made by 
an insurance company to* 
minimise risk and distribute 
the loss 

Rebate 

A reduction made at a later- 
date 

Reserved Liability 

The liability of shareholders 
for the uncalled portion of 
the shares held by them 

Salvage 

An allowance or compensation c 
to which particular persons 
are entitled for saving a ship’ 
or its cargo from-the dangers* 
of the sea 

Set Off 

A counter claim- 
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sine die 
sine qua non 
status quo ante 
stet 

Stevedores 

sub judice 
Tare 


Tariff 

Telegraphic 
Transfer (T.T.) 


Turnover 

ultra vires 
Underwriter 
verbatim 
via media 
vide 

Voucher 


Bills of Exchange which have- 
less than ten- days to run. 
Without fixing a day 
An indispensable condition 
The same as before 
Retain (let it stand) 
Experienced men who superi¬ 
ntend the stowage of a ship’s- 
cargo 

Under Judicial consideration 
An allowance made to the 
purchaser by deducting from' 
the gross weight the weight 
of the case, cover, bag or 
packing 

A list of articles giving details 
of the customs duty payable- 
on each 

Messages sent by telegraph 
ordering the transfer of speci¬ 
fied amounts from one person 
to another by means of debit' 
and credit in their respective 
accounts 

Value of goods sold during a. 
particular period. 

Beyond the powers of 
A marine insurer 
Word for word 
The middle course 
See (refer) 

Documentary evidence in sup¬ 
port of the accuracy of am 
entry in the account book 

Obligation by a contract which, 
is not of essence to the com 
tract but which entitles the- 
aggrieved party to claim dam¬ 
ages. 


Warranty’ 
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A rough memo book in which 
entries are made before ente¬ 
ring them in the books of 
accounts 

The working capital of a new 
venture or enterprise is the 
amount of invested capital 
remaining after the fixed assets 
have been bought, the wor¬ 
king capital of a going con¬ 
cern is the excess of current 
assets over current liabilities. 


APPENDIX B 

SYLLABUS 



UNIVERSITY, Syllabus for the subject of BUSI- 
"T COMMUNICATION at the First Year of the three-year 
■B- Com. and B.A. degree courses. 


1. Objectives of communication-information, advice, order, 
suggestion, persuasion, education, warning, raising morale, 
motivation. 

.2. Types of Communication-Horizontal, vertical, downward, 
upward, grapevine, consensus. 

How to communicate-Oral, face-to-face, facial gestures tele¬ 
phones, telex, telegram, signs, posters, silence. 

3. Barriers to communication-on the job communication diffi- 
culties-efficiency, 

'4. Committees and communication problems. 

Public Relations Department and communication, 
interviews—Types and techniques. 

Conferences for communication. 

Listening—Need—Importance in the business world. 

:5. Communication log of a normal day in the life of a business¬ 
man 

Suggestion scheme—usefulness. 

Case study as a method of learning. 

Speeches—welcome speeches, inaugural speeches at seminars, 
chairman’s speeches at the General Meetings, speeches on 
other occasions such as send-offs, condolence meetings, etc. 

•6. Written communication—need, importance, various means. 
Essentials of good written communication—General princi¬ 
ples of commercial correspondence—different forms of 
letters—punctuation systems—parts of a letter. Do’s and dont’s 
in correspondence. 

7. Correspondence— 

(a) Applications and Bio-data writing—Testimonials—refe¬ 
rences—Letters of appointment—confirmation—promotion 
—termination of service—Memos. 

,35/B.C. 
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(b) Letters of enquiry, replies, status-inquiry, credit letters,, 
placing of orders, replies to orders, complaints, adjust¬ 
ments, circular letters, collection letters, sales letters. 

(c) With banks, insurance companies, agency correspon¬ 
dence, export and import correspondence & secretariat 
correspondence. 

8. House Organs— Bulletins. 

Precis writing of commercial matter. 

Report writing-importance-routine and special reports for 
managerial decisions-Press Hand-outs—Committee reports 
Director’s reports. 

9 Minutes wtiting-Minutes of all general meetings of the com- 
* pany of Boards of Directors-of the meetings of committee- 
or conferences —minutes of discussion. 

10. Drafting of representation—Memorandums of Trade Associ¬ 
ations, Chambers of Commerce, Trade Unions, Staff, .Citizens-, 


BOOKS RECOMMENDED FOR STUDY 


1. R. T. Chapell &W. L. Read—Business Communication, 

2. Peter Little—Oral and Written Communication. 

3. Koontz & O’ Donnell—Principles of Management. 

4. T. M. Lillico—Managerial Communication. 

5. R. S. Da ear—The Management Process. 

6. N. H, Atthreya—Writing Communication & Results. 

7. N. H. Atthreya—Effective Report Writing, 

8. George 1 erry—Principles of Management, 

9. Thco Haimann-Professional Management. 

10. Keith Devies—Human Behaviour at Work. 

11. Willard—Managing by Communication. 

12. John Adair—Training for Communication. 

13. Rich aids & Nielander--Readings in Management. 

14. Sam Black—Practical Public Relations. 

15. L. Gartside—Modern Business Correspondence. 

16. Model Business Letters. 

17. Eckersley & Kaufmann-English Commercial Practice & Corr 
espondcnce. 

18. Roland Fry- Manual of Commercial Correspondence. 

19. Shearing & Christian—Reports and How to write them. 








appendix c 

BUSINESS COMMUNICATION 
First Year B.Com. 

PORTION FOR THE FIRST TERM 
(100 marks of 2 hours duration) 

1, Short notes on any three topics selected from Para-I, II and 
’ III of the Syllabus prescribed by the University, 

2, One full question based on Para IV and V (excluding Spee¬ 
ches) and Bulletins, House Organs and Press Handouts 

(Part of Para VII) 

3, One question (full or short notes or both) on written 
communication theory (Para-Vl) 

4, Minutes or Speech drafting (Para-VII and Para-V)., 

PORTION FOR THE SECOND TERM 
(100 marks of 2 hours duration) 

*5, Correspondence: 

(a) Job Application to Memos, Para VI (a) 

(b) Letters of Inquiry & Replies, Orders and Replies, 
Cpmplaints and Replies Circular Letter, Part of Para VI(b). 

*No theory question should be asked on Q. No. 5. 

6. Correspondence : (a) Theory question ~ 

(ParaVI-b) (b) Letter- 

(Topics Covered) Status Inquiries 

Credit Letters 

Collection and Sales Letters. 

*7, Correspondence: (a) Bank, Insurance, 

Secretarial Correspondence 

(Para-VI-c) (b) Import-Export, & Agency 

Correspondence. 

*No theory should be asked on Q. No, 7. 

8 Precis (Passage containing 150 to 200 words should be set) 
OR 

Drafting of Report 

OR 

Drafting of Representation 
(All from Para VII). 


INDEX 


Acknowledgement of orders 298-304 
Action 22, 48, 343 
Adjustment of complaints 316-325 
Adjustment Policy 317 
Adjustment, types of 319-320 
Advice 16-17 
Advisory committee 98 
Agency letters 381-387 
Agenda, the hidden 94 
Agents, different kinds of 383 
Allness 81 

Altering behaviour 28 
Anticipatory policy 420 
Apostrophe, 227 
Application letters 239-252 
correct phraseology 242-243 
opening of 240 
sales aspect 239 
tone of 240 
types of 241 
ways of writing 252-256 
Appointment letters 107 
Appraisal interviews 300 
Approval order 300 
Attention 339 
Attention line, the 214 
Audio-visual aids 70 
Authority, awe of 42 
Average, particular 416 
Average policy 407 


B. C. 220 
B. F. G. form 206 
Bank Correspondence 440 
customers 441 
other banks 442 
with head office *48 
Barriers to communication 72-82 
how to break barriers 84-88 
listening 84 
Bill of lading 395 
Biodata form 24 i 
Brackets, the 226 
Broker, the 384 
Bulletins 134 

Business letter, body of 216 
formality in 229 : , 


four C’s of 232 
functions of 195 
importance of 195 
language in 228-236 
plan of 201-207 
precis of 513 
structure of 208-222 
terms of use in 276 


C. C. 220 

Cancellation of order 296-298 
Capital letter, the 227 
Caption line, the 215 
Case examples 35,40,43,46,50,73,75, 
77, 78,79,80,94, 96,97,101, 111,124 

Case study 142-144 
Certificate of origin 396 
Change effecting 29 
resisting .78 

Channels of communication 32 
failure to use 75 
Circulars 357 
Claims 305 
Clarity 232 
Clearing Agents 383 
Clinical interview 110 
Closed mind 81 
Collection series 328-337 
Collective decision-making 48 
Colon the 226 
Colour 69 

Conditional order 293 
Conciseness 232 
Conferences 99-102 
Confidential notation 211 
Consensus 48 
Consular Invoice 396 
Consulting 47 
Comma, the 224-5 
Commercial Correspondence, 
do’s and dont’s 235 
Commercial English 228 
Commercial Jargon 229 
Commission agents 383 
Committees 93-102 
Communicare 3 
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Communication 
basic principles of 3-13 
cycle of 6 
definitions 3-4 
distrust of 74 
feedback 7, 87 
how it works 7-9 
importance of 11-12 
log, of 139-141 
miscommunication 11 
need of communicationlQ-11 
need of internal 31 
networks 50 
objectives of 14-29 
on the job 81-92 
revolution in 11 
situation 8 

ten commandments 143-144 
touch, by 58 
types of 31-53 
what it is 3-5 
Complaints 305-325 
Complaints box 41 
Complimentary close 217-18 
Consulting 48 
Counselling 48 
Courtesy 234 
Cover Note 407 
Credit letters 366 
Customers, bank’s letter to 


Dash, the 226 
Date, the 209-10 
Decoding 5-6 
Delcredere agent 383 
Demi-official form 205 
Demonstration, lacsc of 90 
Desire 342 

Documentary bills 397 
Downward Communication36-40 
Do’s and Don’ts of 
Commercial correspondence 
235-236 

House organs 134-138 
Public speaking 145-164 


E, C. G C. 397 
Education 22-23 


Education for succession 22 
Effective communication 9-10 
Effective listening 84-86 
Emotions, effects of 82 
Emotionally loaded words 72-73 
Emphatic listening 86 
Enclosures 219-20 
Encoding 5-6 
Endowment policy 420 
Envelopes 222 
Exhibitions 117 
Exit interview 108 
Export procedure 394-95 
External public relations 114-118 

Face to face communication 57-58 

Facial expressions 58 
Factor, the 384 
Fairs 117 

Faulty transmission 77 
Fear of authority 42 
Feedback,7, 87 
Film shows 117 
Fire insurance 407 
Firm offer 281 

First hand Communication 88 
Floating policy 407 
Foreign trade 393-405 
Form letters 363 
Formal committee 99 
Formal Communication 43 
Formal speeches 145 
Formality in letters 229 
Forwarding Agents 383 
Free flow interview 109 
Full block 201-2 
Full stop, the 224 

Gestures 59 
Get-togethers 120 
Glossary of terms 534 
Grapevine 44-47 
Grievance interview 108 
Group gatherings 41 
Group interview 110 

Halo effect, the 81 
Hanging paragraph form 204 
Head address, the 208 


•Index 
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'Hierarchy 33, 51 
High pressure 90 
’Horizontal Communication 33-35 
House Journal (organ) 134-138 
Hyphen, the 226 

Implication, Communication by 57 
Increasing Productivity 29 
Indented form 201 
(Tudents 394 
Influencing customers 29 
Informal committees 99 
Informal communication 44-47 
Information 14-16 
■Information explosion 11 
Information theory, the 62 
Initials of typist 221 
Inquiry letters 274-280 
replies to 280-287 
Internal communication 31-48 
Internal public relations 118 
Inside address 211-212 
Instruction 17, 89 
Insurance letters 406-431 
'Interest 341 
Interviews 103-112 
Introduction interview 109 
Inverted commas, 226 
Jargon, commercial 229-231 
Job efficiency 91 
.Joint policy 420 
Journalism 126-128 

‘Landing slip 395 
Language barrier, the 72-73 
Language direct 88 
Lay-out 201 
Leadership 95-96 
Legal obsession 231 
Letters of Credit 396 
Life Insurance 420 
Line and staff committee 99 
'Lines of authority 35 
Lines of communication 35 
'Listening 84-86 

Managing Committees 99 
Marine insurance 415 
Marginal listening 85 
■Mate’s receipt 395 


Meetings 93-94 

Memorandum and Memos 269-272 

Minutes of meetings 165-192 

Miscommunication 11 

Mixed Policy 416 

Modified block 203 

Morale 25-26 

Morse code, the 66-67 

Motivation 25-26 

Multiple channels 50 

Nervousness 148 

N. O, M. A. letter form 205-206 
Objectives of commimicationl3-19 

Obstacles to listening 85-86 

On approval order 300 

On the job communication 89-92 

On the job interview 110 

Open house 117 

Open door policy 41 

Open policy 416 

Operation 19 

Opinion polls 117 

Oral communication 54-57 

Order 19 

Order letter 295 

Over-communication 38 

Per pro signature 219 
Perceptions, different 80 
Personnel letters 259-273 
Persuasion 20-22 
Photographic exhibitions 119 
Pictures 68 

Policies, types of 407, 415, 420 

Poor retention 77 

Posters, communication by 68 

Postscript 221 

Posture 149 

Precis 501-523 

Press clipping service 118-19 
Press hand-outs 129-134 
Press relations 116 
Press releases 130 
Press reports 126-128 
Printing 11 

Product exhibition 119 
Production increase 29 
Profit policy 420 
Promoting image of 29 
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Promptness in replying 235 
Projective listening 86 
Psychological barriers 80-82 
Public address system 119 
Public bodies 115 
Public relations 113-125 
Public service films 117 
Punctuation 224-227 

Questionnaires 117 
Quotation marks, the 225 

Radio 116 

Reference letter 259-262 
Reference number 210-11 
Relations, better 29 
Reliance on experience 107 
Reliance on tests 107 
Reliance on random appear¬ 
ance 107 

Repeat orders 293 
Replicating memories 4,5 
Reports41, 476-499 
Representations 524-532 
Reprimand interview 109 
Resistance to change 78 
Routine orders 293 

Sales forecasting 100-101 
Sales letters 338-356 
Salutation, the 213-215 
Sampling order 392 
Screening 106 

Secretarial correspondence 454-469 
with directors 460 
with members 454 
with others 465 
Selection interview 107 
Semi-blocic form 203 
Semi colon, the 225 
Shipping order 395 
Shipping procedure 394 
Shows 117 
Silence 60-61 
Signature the 218-19 
Signs 71 
Sole agent 383 
Specialisation 11 
Specific policy 407 
Speeches 144-164 


Speech training 348 
Spirit 27 

Status barrier 74-75 
Status inquiry 366-378 
Status symbol 74 
Stunt letters 330 
Substitute offer 281 
Suggesting 19 
Suggestion 19 

Suggestion scheme 20,41, 121-124 1 
Suggestion systems 20 
Superscription 221-222 
Syllabus, Bombay University 545 ; 

Tact 26 

Telephones 62-64 
Telegrams 67 
Teleprinter 64-65 
Television 116 
Telex 64-65 

Temporary committee 99 ! 

Ten commandments 143-144 
Tension 11 
Testimonials 262-265 
Time policy 415 
Trial order 
Trust 

Two-way communication 35-36 
Unclarified assumptions 79 
Under-communication 38 
Understanding response 4,13 
Unvalued policy4 15 
Up-and-down communication 35-36' 
Upward communication 40-42 

Valued policy 415 
Voyage policy 415 
Vertical communication 35-36 
Visits to institution 120 
Visual communication 68-69 
Voluntary offer 287-288 

Warning 23-24 

Warranties 416 

Whole life policy 420 

Window envelope 222 

Written communication 193-194' 

Written word, overemphasising 76' 


You attitude 197:198 




UNIVERSITY QUESTION PAPERS 

BUSINESS COMMUNICATION 
S. Y. B. A. 

NOVEMBER 1980 

N.B. (i) Answer to the Two Sections should be written iff ’ 
separate answer books, 

(ii) Figures to the right indicate full marks. 

SECTION I 

1< Write short notes on any three of the following r 15' 

(i) Grapevine, 

(ii) Communication for information, 

(iii) Upward Communication, 

(iv) Psychological barriers to communication, 

(v) The use of language in communication, 

(vi) The importance of communication in business. 

2. (a) What, according to you, are the responsibilities of 

Chairman of a meeting ? 

0R 

(b) You have been asked to interview a junior secretary 

to a company. What questions will you ask the 
candidates and what information will you give them 
about the job ? 10' 

OR 

(c) What is a house journal? What purpose does it 
serve ? 

3. (a) Write short notes on any two of the following : 

(i) Inside Address, 

(ii) Complimentary close, 

(iii) Salutation, 

(iv) Complete block form, 

OR 

(b) Point out bow you make a business letter effective. 12' 
4- (a) Draft the minutes of the Annual General Meeting 

of a joint-stock company. 13' 

OR 

(b) As Secretary of a cultural organization prepare an 

agenda for the Executive Committee’s meeting to be 
piaced before the Annual Meeting. 13 

OR 

(c) As Principal of a college you have invited the Chief 
Minister to open a students’ co-operative store at 
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your college. Draft your speech welcoming the Chief 
Guest, 

SECTION II 

5. Answer any one from Group A and one from Group B. 

Each question in the Group carries six marks. 

Group A 

(i) Answer the following advertisements: 

“A leading business house requires a Secretary^ 
cum-Receptionist. Good command over spoken and 
written English essential. Knowledge of Hindi desir¬ 
able. The post carries good salary and perks, Apply 
Box M-501, The Times of India, Bombay. 

(ii) An employee of yours has not been paying attention 
to his work, Write a letter of warning to the 
employee. Indicate that a serious note will be taken 
if he does not improve, 

Group B 

;(iii) As chairman of a newly built housing complex you 
want to develop a garden in the colony. Write a 
letter to Bombay Herbarium asking information 
, about different plants and seedlings, 

(iv) The time-piece you had ordered has arrive in a dam' 
aged condition. Write a letter to the Bombay Time, 
dealers in clocks and time-pieces, to make a repla- 
cement. 

(v) You have opened a vegetarian restaurant near Nari- 
man Point. Draft a circular letter to your prospec¬ 
tive customers announcing the opening, 

6. Answer any one from Group A and one from Group B. 

Each question in the Group carries six marks. 

Group A 

(i) What, according to you, are the sources of credit 
information 1 

,(ii) “Inall cases of outstanding debt, firmness and under- 
standing must be combined with an appeal to 
reason.” Discuss the statement with reference to 
collection letters. 

(in) What are the essential qualities of a sales letter 1 
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Group B 

(iv) Write a sales letter on any one of the following ; 

(a) A Petrol Saving Device, 

(b) A substitute for Sugar. 

(c) A new book on Business Communication. 

(d) An alarm wrist watch. 

'(v) You want information about the credit standing of 
a new customer of yours, Write a letter to the cus¬ 
tomer’s bank to get the information. 

(vi) Mr. N. R. Nonpayer has not paid your account 
despite three reminders. Write the final letter indu¬ 
cing him to pay the dues or to face legal action, 

7. (a) A valued customer of your Bank has protested 

against the commission that the Bank has charged 
to cash his upcountry cheque, As Manager of the 
Bank draft a suitable reply. 

OR 

! (b) As Secretary of a company draft a circular to your 
shareholders containing proposals for the amalgama¬ 
tion of the company with another company. 

OR 

(c) Submit a claim to your insurer about the damage 
by fire of your warehouse. 

8. (a) As chairman of a committee to investigate a serious 

fraud in the company’s accounts department, draft 
your report to the Board of Directors. 

OR . 

•(b) There have been frequent cuts : in water supply to 
your colony, As Secretary of the tenants’ association, 
make a representation to the Municipal Commissio- 
ner about the acute water shortage. 

OR .. 

Xc) Make a precis of the following passage reducing it 
to a third of its length, Suggest a suitable title, 

. A large part of research in industrial sociology 
in India, as in affluent countries, centres round a 
single theme-'workers’ commitment to factory job,” 
Abundant literature is available on the subject sug¬ 
gesting ways to exploit labour to its fullest extent. 
A gentleman’s attitude prevails in the research where 
a worker is identified as traditional, reluctant to accept 
job-mobility, against industrial norms, irresponsible 
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at job, and so on. Accordingly, frequent prescrip¬ 
tions are suggested by social scientists to prepare 
the ethics of code of conduct for making worker a 
responsible industrial man. In western countries the 
craze for increasing production has gone to such 
an extent that research projects to examine the 
effect on production by workers wearing white uni' 
form are being conducted by behavioural scientists. 

In India, up to some extent psychologists have star¬ 
ted following this trend. Thus, while worker is 
always on trial, hardly one talks of the owner s 
commitment towards his organization. The debate 
on “ethics of business” has been more a philoso¬ 
phical issue than an issue for empirical investigation 
by social scientists. 

In fact, by virtue of owning capital, the owner’s 
superiority is established. His commitment to his 
capital implies his commitment to the organization. 

In case an employee deviates from organizational 
norms, the employer fires him. On the contrary, if 
an employer, due to his irresponsible business be¬ 
haviour, leads his unit to bankruptcy, he goes un¬ 
questioned. Immaterial if his act brings unemploy¬ 
ment and poverty to those employed. It is merely a 
matter of academic interest that the worker is actual 
producer and therefore the main claimant of the share 
of produce. The history of capitalistic development 
■ demonstrates that it will be a full exercise to analyse 
the rights of worker vis-a-vis his owner. As Simonde 
, remarks: . 

. They have fewer'enjoyments than any other. 

I They obtain less advantage than any other from the 

I constitution of society, they produce wealth, and 

themselves obtain scarcely any share of it. Obligated 
to struggle for subsistence with their employers, 

they are not a match for them in strength. 

1 . 

S. Y. B. A. 

APRIL 1981 

N.B.—(i) Answers to the two sections should be written in 
separate answer-books. 

(ii) Figures to the right indicate full marks. 
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SECTION I 

1. Write short notes on any three of the following15 

(a) Face-to-face communication 

(b) Language barrier to communication 

(c) Feed-back in communication 

(d) The use of mechanical devices for communication 

(e) Vertical communication 

(f) Communication for motivating employees. 

2. (a) What is the meaning of a committee ? Mention its 

types. Discuss its role in business communication 10 
OR 

(b) Wnat is an exit interview ? Explain its advantages 10 
OR 

.(c) Discuss the significance and functions of a House 
Journal. 

3. (a) Write short notes on any two of the following:— 12 

(i) The hanging indention letter style. 

(ii) The window envelope. 

(iii) The letter head. 

(iv) Courtesy in business letter-writing. 

OR 

(b) What is a business jargon ? Do you advocate its use 
in letters ? Give reasons. 12 

•4. (a) Draft the minutes of the meeting of the Board of 
Directors prior to the Annual General Meeting of 
the Asian Scientific Instruments Ltd. 13 

OR 

■(b) Draft the minutes of a monthly meeting of the 
Executive Committee of the Workers’ Co-operative 
Housing Society Pvt. Ltd., at which among other 
routine matters, the following business was trans¬ 
acted 

(i) To collect outstanding arrears from tenants. 

(ii) To raise funds for replacement of old water tanks 

(iii) To appoint a cleric in the Society’s office. 

(iv) To arrange the annual social day. 

OR ' : 

M You are invited to inaugurate the Debating Associa- 
tion of a college You are requested to express your 
views on ‘Reserved seats for backward classes’ in 
your speech. Draft your speech on the occasion. 
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SECTION II 

Answer any One from Group A and One from Group B. 

Group A 

5. (i) Draft an application with the bio-data sheet in reply 
to the following advertisement s 
“Wanted a Secretary for a commercial concern in 
Bombay. Candidates good at drafting with legal know¬ 
ledge and previous experience in general adminis¬ 
tration will be preferred. Apply to Box No. TM 
555, The Free Press Journal, Bombay-400001”. 

(ii) You have received an application from Sbri M. P. 
Podat for the post of the Chief Accountant in your 
firm. He has given the name of Messrs Kohli and . 
Patil Company (P) Ltd., Bombay, as one of the' 
references. Write to them enquiring about the charac¬ 
ter and competence of Shri M. P. Podar. 

(iii) Draft an unfavourable confidential testimonial in 
reply to a reference made by the Western India 
Electronics Ltd., Bombay, in respect of Kumari U.R. 
Careless who has applied for the post of a Senior 
Steno. 

Group B 

(iv) In reply to an inquiry from Messrs Shukla and 
Solanki(P) Ltd., Ahmedabad, the Rampraj Engineer¬ 
ing Works, Bombay, state that they can supply 1000 
pieces of Stainless Steel dishes at special rates 
although the firm offer period is over. However, 
it should not be considered as a precedent. 

(v) On account of a strike in your factory, you are 
unable to dispatch to the Coronate Radio Corpora¬ 
tion, Bombay, 100 pieces of Janata Television Sets by 
the due date. As the Sales Manager of Messrs Rum 
Narayan and George Pinto (Pvt.) Ltd , Amritsar, write 
a letter to them requesting for extension of time. 

(vi) Draft a circular announcing the opening of a new 
branch of the Modern Beauty Parlour at Mahim. 
State the advantages of it to the beauty-conscious 
customers of the area. 

Answer any One from Group A and One from Group Bi 
Each question in the Group carries six marks. 
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Group A 

6. (i) What is meant by Collection Campaign ? What 

purpose does it serve ? How ? 

(ii) What is the basic purpose of a Sales-Letter ? As a 
Sales-Letter writer, how will you achieve this object. 7 

Group B 

(iii) Write a Sales-Letter to promote the sales of any 
One of the following •— 

(a) A New Vegetable Sheer 

(b) A New Big and Economic Bath Soap. 

(c) A New Grow-Slim Tonic 

(d) A New Accident Insurance Policy. 

(iv) Messrs. Limaye and Mahatre (Pvt.) Ltd,, Pune, have 
asked for credit facilities. You have come to know 
from their references that their credit-worthiness is 
not satisfactory. Write a tactful reply inducing them 
to buy on cash basis. 

Answer any One from Group A and One from Group B. 
Each question in the Group carries eight marks 

Group A 

7. (i) The treasurer of the newly formed Bandra Mahikr 

Mandal has been endorsing cheques drawn to the 
order of the Mandal and depositing them for the 
last one month in her personal account with the- 
bank, without any proper authority. As Branch 
Manager of a Bank of Bombay, write a letter to her 
pointing out the risk involved and requesting heir to- 
put the matter on a satisfactory basis. 

(ii) Messrs. Jagjit and Man jit, Bombay, intimate to the 
General Insurance Corporation of India (Fire Branch)' 
about the shifting of the entire stock of the plastic 
bangles to another godown in the city. Draft the 
insurer’s reply justifying the need to raise the rate 
of premium to cover the stock against the risk of fire. 

(iii) The Western India Shipping Company Ltd., Bombay,, 
have received a letter from a sensitive shareholder,. 
expressing fears about the stability of the Company 
because of the recent fall in the share-value. As 
Secretary, write a reassuring reply. 




Business Communication 


M 

Group B 

(iv) 'Messrs. Johnson and Kennedy, New York, U. S. A., 
have placed an order with you for handloom sarees. 
Write an advice note informing them about the 
shipment of the consignment. 

, ( v ) The International House of Scents, Bombay, wish to 
extend their trade in perfumes in Saudi Arabia and 
write to Memco Agencies, Jeddah, offering to send 
consignments at quarterly settlements and a com* 
mission of 15% on sales, Draft their offer. 

; 8. (a) The Management of the Hotel Heavens Ltd, proposes 
to start a 3 Star hotel in Kandivali; Bombay. They 
ask their Secretary to investigate and report. Draft 
the Secretary’s report advising the management 
against the proposal, 10 

OR 

, (b) The residents of Colaba (Bombay) wish to submit a 
representation to the Police Commissioner of Bombay, 
focusing his attention on the Law and Order problem 
and the anti-social and indecent activities in the 
area, Draft their representation. 10 

OR 

«(c) Make a precis of the following passage by reducing 
it to about 75 words and give it a suitable title : 10 

The production and distribution of public utility 
services is undertaken in modern communities 
mainly to promote the welfare of the society and 
not for purposes of making a profit. Therefore, it is 
suggested that the price of public utility services 
• should be equal to the cost of production and 
services including normal depreciation and replace¬ 
ment charges. The cost that we have in mind would 
include return to the various factors of production 
that combine in producing a commodity as well as 
the reserves necessary for replacement. The pricing 
of public utilities is done normally either on the 
principle of ‘benefit’ or on the principle of ‘cost’ 
and rarely if ever, on the principle of ‘what the 
traffic can bear’. The last principle may govern the 
•policy in exceptional cases, for mobilisation of the 
•resources for public utilities with a view to provid¬ 
ing greater facilities in the future. 
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In India, the policy followed so far has been to 
let the public utilities show losses and not to expect 
profits. Even in such commercial undertakings as 
electricity and transportation, profits are not con¬ 
sidered to be the hallmark of efficiency. We find 
that the public enterprises are not contributing their 
due share towards economic development. That is 
why we have to take recourse to additional measures 
of taxation and depend on additional doses of deficit 
financing and external assistance. (2Z5 words) 

F.Y.B.Com. 

APRIL 1983 

N.B.~[ 1) Answers to two sections should be written in 
separate answer-books. 

(2) Figures to the right indicate full marks. 

SECTION I 

1. Write short notes on any three of the following 15 

(i) Orders and Instructions as objectives of com¬ 
munication 

(ii) Communicating with the help of telephones 

(iii) The need to listen in the business world 

(iv) Job Instruction Training 

(v) Horizontal internal communication 
(vj) Consensus. 

2, (a) Mention four types of committees and explain 

briefly how each functions. 10 

OR 

(b) Describe in detail how the Public Relations Depart- 10 
ment of a company should organise and operate the 
Suggestion Scheme. 

OR 

(c) Why do companies have House Journals or House 10 
Organs ? W'hat should a good House Organ contain l 

3, (a) Write short notes on any two of the following 12 

(i) The ‘You Attitude’ in a business letter 

(ii) The Demi-official Form 

(iii) The Signature 

(iv) Clarity and Conciseness in letter writing. 

OR 

(b) What are the functions of a business letter? 12 
Comment briefly on each function, 

4, (a) Draft the first meeting of the Board of Directors 13 

of a public limited company. 
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(b) Draft the minutes of the general body of the 13* 
Matunga Cultural Society where, besides routine 
matters, the following items appeared on the agenda:— 

(i) Acceptance of the financial report and balance 
sheet. 

(ii) Condolence resolution on the death of Mr. Prabhu, 
former Hon. Secretary. 

(hi) Election of a new managing committee. 

OR 

(c) As a V.I.P., you have been invited to inaugurate a 13- 
seminar on family welfare. Draft the speech that 
you would make while inaugurating the seminar. 

SECTION II 

5. Answer any one from Group A and one from Gtoup BA 

Each question in the group carries six marks :— 

Group A 

(i) Draft a letter of application in response to the 
following advertisement: “Wanted a dynamic and 
live-wire salesman to push the sales of kitchen 
appliances in and around Bombay. Apply to Box 
M 016-S, Times of India, Bombay 400 001.” 

(ii) Draft a reprimand memo to be issued to an employee 
who is not only irregular in attendance but who 
also makes a number of mistakes in doing the work- 
assigned to him. 

(iii) Mr. Joshi has been selected as the Branch Manager 
of your Pune Office. Dtaft the letter of appointment 
that you would issue to him in your capacity asthe- 
Secretary of the company. 

Group B 

(iv) You have received an order for five steel cupboards 
from Messrs Bhagwandas & Sons according to your 
old price list. Write to them, enclosing your latest 
catalogue and price list, and offer a special discount 
of 2% on the new catalogue prices provided the 
order is place within fifteen days. 

(v) Draft a letter making a suitable substitute offer to a 
customer who has asked for a particular brand of 
goods for his retail store in Central Bombay. 

(vi) Draft a circular letter announcing the admission of 
a new partner in your firm, 
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6. Answer any me from Group A and me from Group B. 

Each question in the group carries six marks: 

Group A 

(i) ‘‘As a trade reference, your reply to a status inquiry 

,. v S “ d ^ 7 itte ? With ° Ut fear0r favour ’’ Di scuss. 

(ii) What appeals and methods can the letter-writer adopt 
to colleqt outstanding amounts painlessly ? 

Group B 

(in) Mr. Rajeshwar, who owns a shop in Bandra has 
ordered goods worth Rs. 20,000 from you ’on a 
credit basis. Write a tactful letter to him asking him 
to give you two references. 

(iv) Draft a sales letter to promote the sale of om of 
the following : 

(a) A colour TV set (c) A reducing device for ladies 

(b) A do-it-yourself (d) A new film magazine, 
radio kit 

■ 7. Answer aay one from Group A and one from Group B, 

Each question in the group carries eight marks: 

Group A 

(i) As the Branch Manager of a Bank, write to a custo¬ 
mer who has an overdraft limit of Rs. 1,00,000 in 
his current account but who has never overdrawn 
more than Rs. 5,000. Request him either to reduce 
the overdraft limit or to agree to pay a charge of 
interest on a minimum balance of Rs. 10,000. 

(ii) 'As the Manager of the General Marine ’insurance 
Co. draft a reply to be sent to a party which is 
claiming compensation for goods damaged by heavy 
seas. Inform the party that your company is'unable 
to entertain the claim as according to meteorological 
reports the seas were not heavy at that time. 

(iii) As the Secretary of a public limited company write 
a tactful letter to a shareholder who has complained 
of the non-declaration.cf a dividend. 

Group B 

(iv) Sampat & Co, have been your sole selling agents in 
Madras. In the last two years, however, sales in their 
area have declined sharply, Draft a letter suggesting 
that the agency agreement be terminated by mutual 
consent. 


4 , . MU** Business Communication 

M JV Bw |dMfekPphW)<tt#»ise The Mobile Co. 
of London of the shipment of 500 cycles according 
to their specifications. The documents have been sent 
to the Central Bank of India, London. Draft the 
letter for Bharat Cycle Co. 

], (a) The Swastik Co.Ltd. has its head office in Bombay and 
10 branch offices in different parts of the country. 
Following frequent complaints from customers and 
dealers the Board of Directors has appointed a com¬ 
mittee to investigate the reasons why the branches 
are not functioning properly. As the Chairman of 
the committee draft the report to be sent to the 
Chairman of the Board of Directors. 

(b) On behalf of the residents of your housing colony draft 10 
a representation to be submitted to the Commissioner 

of the Municipal Corporation about the unauthorised 
stalls and structures that have come up on the road 
leading to the colony.^ 

(c) Make a precis of the following passage in about 65 
words and give it a suitable title : 

Every company must develop and project an image 
to its employees to that they have a chance to feci a 
sense of kinship and belonging, to establish the emo¬ 
tional ties with the fate of the company that are the 
wellsprings of motivation. Remember the science-class 
experiment: bell jar, alarm clock ringing underneath, 
teacher cranking vacuum pump pullmg air out or bell 
jar, ringing dimming to silence ? Well, without an 
image, the company’s utterances are those of a voice 
from a vacuum-without sound. Employees cannot 
hear anything—much less respond to it. 

This is where large companies, especially, easily 
run into trouble. Because it is impossible to form 
any kind of identification with a faceless giant; to 
feel any kind of tie with an organisation in which 
the worker is only one of many individuals in one 
of many departments, in one of many divisions, and 
so on. When the boss, the ultimate boss, is a name 
on an organisational chart, or at best a face in a 
newspaper. That’s the situation in too many large 
companies: and it takes a great deal of time and 
effort and conscious planning to overcome it, 









